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ABSTRACT 
Efficient public service delivery is a primary task of public administration within any 
governance model. The main theme of modern governance implies an integrated, effective and 
citizen centric practices of government and administration as a prerequisite for a long term 
positive development of the economy. Electronic public service delivery via e-government 
portal has become a convenient means for the customers – Citizens and Businesses- to fulfil 
their requirements.  
This thesis investigates public service integration practicality, technicality and applicability in 
Jordan, with special emphasis in applying a novel public service integration model to the 
Zaatari refugee camp in Jordan. The thesis has primarily identified areas of integration in the 
public service provision within the Zaatari refugee camp in Jordan. 168 hours of recorded 
interviews and focus groups resulted from an intensive four year field study has helped defining 
a very remarkable and rather agile service provision model with four identified stages, namely, 
manic phase, just in time bureaucracy phase, semi structured phase and structured and 
sustainable phase.  Moreover, this thesis captures essential features of the dynamicity and 
versatility of service provision models in Zaatari refugee camp. It has also helped in identifying 
serious issues in the government services provided within the camp, especially in the context 
of medical and education services. 
The thesis also argues that humanitarian actors should develop a better provisional model for 
refugee assistance. The novel service integration model constructed within will contribute to 
wider range of humanitarian crisis applications, especially in the context of refugee camps.  
The research strongly suggests that Jordanian government must shift its response from 
emergency level service provision model represented by immediate humanitarian relief to a 
structured service provision model represented by self-sustainable and long-term development, 
and from building camps to supporting cities through a sustainable efficient service provision 
model. Public service integration within the camp is not only necessary but also critical and 
crucial to cope with the extensive and sever humanitarian crisis in Jordan. 
 
This thesis provides an interoperability integration framework that connects closely 
coordinated services based on Service Oriented Architecture, Enterprise Service Bus and Web 
services in an attempt to align the organizational structures and processes of different 
government departments. The suggested integration framework has been demonstrated on two 
realistic case examples of public service integration in the current electronic government 
project implementation in Jordan. The first example is integrating three services, namely, 
applying for a Tourism Agency License, applying for a Vocational License and applying for 
No Criminal Record Certificate in a highly interoperable manner and a high level of 
adaptability to existing government policies and priorities. The second example draws upon 
the existing dependency in the current public service structure, and it applies the integration 
framework to Custom Clearance Service, Vocational Licenses and No Criminal Certificate 
services.   
 
Finally, the thesis provides a set of recommendations on how to apply the suggested integration 
framework to the identified areas of integration in the refugee camp, education and medical 
services, within the Zaatari refugee camp, and use this as model for future crisis management 
scenarios such as refugee camps.  
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CHAPTER 1 
 
1.1 INTRODUCTION AND RESEARCH AIMS AND OBJECTIVES  
 
Collaboration and integration enhancement across government departments is a priority for 
governments around the world. Conventionally, governments have been planned and organised 
with vertical structures (Noreng, 2006), aligned to delivery of particular services to citizen like 
health and education services and to businesses such as investment facilities and legal 
regulations. This structural separation and seclusion provides efficiency, clear lines of 
accountability and concentration of specific range of related service (Hyde, 2008). However, 
vertical governmental structures are not well equipped to deal with many recent public delivery 
issues, especially those require cross portfolio like in social security and safe net programs such 
as unemployment insurance, food assistance and healthcare (Stegarescu, 2006). 
 
Conventional e-government projects have genuinely contributed to transforming governments 
towards a leaner, more cost effective government and one way time based citizen service 
provision as indicated in the first generation of eGovernment initiatives Gov 1.0. (Dais et al, 
2009). However, this has become more complicated and challenging as economic conditions 
have increased demand for services. 
 
For eGovernment initiatives to cope with the current harsh economic conditions, public 
services should be organized in a way to serve every citizen individually. Since citizens pose 
different access possibilities, skills and motivation, service delivery should be tailored to the 
widest possible end-user population. This adaptability means that all citizens have access to 
the public services in an enabling and satisfying manner. It requires not only the personalized 
service delivery, but more important the extension of the service description by including 
dynamically changing citizens’ needs.  
 
Public service integration is a collaborative model of service delivery achieved by moving to 
multichannel service delivery and a better use of back-end processes and systems, which can 
be perceived as an approach for government agencies to move from being system-oriented to 
chain-oriented with respect to their structure, functioning, skills and capabilities, and culture 
and management (Blakemore and Wilson, 2009). Public service integration is also about 
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enhancing and improving cooperation, communication and collaboration between government 
agencies, creating an effective and active engagement with citizen, and furthermore, it will lead 
to a greater involvement with stakeholders. 
 
Jordanian public service is a reflection of national political and administrative cultures, and of 
past economic and social priorities. The Jordanian Public Service is composed of a civil service 
staff working in departments and major agencies, commercial and non-commercial bodies that 
provide services on behalf of the government as agencies, public hospitals, schools, defence 
and security services, and local government. While it has created structures and systems to 
enable horizontal co-ordination, the public service remains segmented overall, leading to sub-
optimal coherence in policy development, implementation and service delivery. Moreover, 
Jordanian public services are delivered in different and complex ways that create confusion for 
citizens and officials alike. As public policy becomes more diverse and complex in Jordan due 
to the current political and economic conditions, public service organisations need to have even 
more interaction with each other and with stakeholders at local, national and international 
levels, and across these levels. 
 
Jordanian government is pursuing many economic, political and societal goals, which can be 
clearly seen in major issues like infrastructure development, energy, refugees, poverty, 
education and health. If it is to maximise the Public Service’s contribution to achieving these 
objectives and to meeting citizens’ expectations, then it needs to think increasingly about the 
Public Service as an integrated “system”. In doing so, it will have to amend or revise existing 
accountability structures and ways of working, to allow for integrated system-wide action 
where this is required. Moving towards a more integrated public service, will allow a greater 
sharing of expertise and knowledge, but, more importantly, will allow the Public Service to 
become more focused on its contribution to the achievement of broader citizen-centred 
outcomes. 
 
As a result of the Arabic spring, the eco-political conditions have rapidly changed in Jordan, 
the government is facing new challenges presented in coping with new demands, managing 
and establishing new refugee camps, especially Syrian refugee camps, these emerged issues 
have placed the Jordanian government under increasing pressure. Integrating public service is 
believed to be an effective approach to cope with increasing citizen demands (Dunleavy et al, 
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2011), and time of crises has come and necessitates government departments to work not only 
closely but collaboratively and efficiently to respond to these critical conditions. 
1.2 RESEARCH AIMS AND QUESTIONS  
 
There is limited researches and a theoretical gap in understanding how eGovernment projects 
in general, and public service integration in particular, can assist in coping with humanitarian 
crisis such as refugee camps. There also seems to be a considerable lack of research on the 
variables and dimensions that determine how public service integration could be approached 
in developing countries. This research aims to contribute to knowledge by providing a model 
which will help identifying the practicalities to integrate public services through eGovernment 
portal in Jordan. This research will also contribute to knowledge by developing a framework 
to integrate government services within refugee camps. 
 
This research has the following aim: 
 
To investigate how to integrate public services in order to better cope with the harsh economic 
conditions resulted by the unpredicted influx of refugees in Jordan.  
 
In order to achieve this aim the following research questions need to be clearly addressed:  
 
1- How public service integration is perceived amongst public administration employees? 
(Practicality of public service integration)  
 
2- What technologies can be utilised to integrate the current public service provision 
(Technicality of public service integration)? An interoperable integration framework is 
required to shift the existing service provision structure into incremental cross-portfolio 
integration. 
 
3- Identify areas of integration in the government service provision in Zaatari refugee 
camp? 
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1.3 RESEARCH STRUCTURE 
 
The thesis is divided into three primary sections, practicality of public service integration, and 
technicality of public service integration and applicability of public service integration in 
Zaatari refugee camp.  
 
 
 
 
 
 
 
 
 
Figure 1.1 Research structure 
 
1.3.1 SECTION 1: PRACTICALITY OF PUBLIC SERVICE INTEGRATION  
 
This section includes chapter 3 and chapter 4. Chapter 3 provides an intensive focused literature 
review on the concept and the philosophy of connected government and public service 
integration, it also presents very informed view on the transition from eGovernment to 
connected government, interoperability and citizen centricity in connected collaborative 
government. Moreover, this chapter shed a light on public service integration and joined up 
public service delivery literature, and finally it presents current public service integration 
challenges and opportunities.     
 
Chapter 4 investigates the practicality of integrating online public services from government 
employees’ views, in specific ministries for certain services. This chapter aimed at answering 
questions related to the practicality of integrating public services in Jordan. Five areas have 
emerged as major themes in the context of this chapter: The misconception of the definition of 
public service integration with electronic Government, Drivers and Barriers from 
intraorganisational view, the readiness and willingness towards integration, and where 
integration may potentially occur. 
Practicality of Public Service Integration   
Technicality of Public Service Integration   
Applicability of Public Service Integration   
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1.3.2 SECTION 2: TECHNICALITY OF PUBLIC SERVICE INTEGRATION  
 
This section includes chapter 5 and chapter 6. Chapter 5 investigates the connected public 
services delivery through the integration of back office processes. It provides an 
interoperability integration framework that connects closely coordinated services based on 
Service Oriented Architecture, in an attempt to align the organizational structures and processes 
of different government departments in order to achieve better IT utilization and return on 
investment in eGovernment initiatives.  
 
Chapter 5 builds on insights and learning from best practice in large corporate integration 
projects using SOA and ESB technologies, and applies this to e-government service integration 
and provision. The integration framework suggested in this chapter draws together proven 
techniques and integration frameworks from several proceeding architectures and design 
styles, with new universal open standards and integration technologies that have the potential 
to provide a technically achievable framework for modern eGovernment implementations. 
 
In Chapter 5, the suggested integration framework has been demonstrated to two realistic case 
examples of public service integration in the current electronic government project 
implementation in Jordan. The first example is integrating three services, namely, applying for 
a Tourism Agency License, applying for a Vocational License and applying for No Criminal 
Record Certificate in a highly interoperable manner and a high level of adaptability to existing 
government policies and priorities. The second example draws upon the existing dependency 
in the current public service structure, and it applies the integration framework to Custom 
Clearance Agent License, Vocational Licenses and No Criminal Certificate services.   
 
1.3.3 SECTION 3: APPLICABILITY OF PUBLIC SERVICE INTEGRATION IN 
REFUGEE CAMPS 
 
This section includes chapter 7, chapter 8 and chapter 9. Chapter 7 investigates service 
provision model in Zaatari refugee camp in attempt to identify the refugee camp phases. This 
chapter captures essential features of the dynamicity and versatility of service provision models 
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in Zaatari refugee camp. It has also helped in identifying serious issues in the government 
services provided within the camp, especially in the context of medical and education services. 
The analysis in this chapter helped to provide an integration mechanism for the identified 
government services. The views and opinions expressed within were collected from several 
NGOs, government agencies and refugees. Preliminary data analysis of the qualitative data has 
revealed a very interesting agile service provision model with four identified phases, namely, 
manic phase, just in time bureaucracy phase, semi structured phase and structured and 
sustainable phase.   
 
Chapter 8 demonstrate how to use the suggested integration framework to integrate health and 
educational services in the camp. This chapter also argues that humanitarian actors should 
develop a better provisional model for refugee assistance. The novel model constructed within 
strongly suggests that Jordanian government must shift its response from emergency level 
service provision model represented by immediate humanitarian relief to a structured service 
provision model represented by self-sustainable and long-term development, and from building 
camps to supporting cities through a sustainable efficient service provision model. 
 
Finally chapter 9 summarises and concludes this research, highlights its limitations and 
presents the contribution this research has to offer. Chapter 9 also presents a set of 
recommendations that should be well-thought-out when public service integration is 
considered.  
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CHAPTER 2: RESEARCH METHODS  
 
2.1 KEY RESEARCH QUESTIONS 
 
The primary research aim in this thesis stem from the far-reaching question presented by how 
technology can assist during times of humanitarian crisis. In the Jordanian context, this aim 
was accompanied with the unrelenting question amongst government officials, especially those 
who supported the early inception of government integration, what is the role of electronic 
government projects in managing the crisis with regards to refugee camps, and how public 
service integration can help in release the pressure on the Jordanian government resulted by 
the immense unforeseen influx of refugees over the last three years.  
 
Consequently, this research aims at investigating how to integrate public services in order to 
better cope with the harsh economic conditions resulted by the unpredicted influx of refugees 
in Jordan with special emphasis on Zaatari refugee camp.  
 
In order to achieve this aim the following research questions need to be clearly addressed:  
 
1- How public service integration is perceived amongst public administration employees? 
(Practicality of public service integration)  
 
2- What technologies can be utilised to integrate the current public service provision 
(Technicality of public service integration)? An interoperable integration framework is 
required to shift the existing service provision structure into incremental cross-portfolio 
integration. 
 
3- Identify areas of integration in the government services provided in Zaatari refugee 
camp? 
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2.2 MOTIVATION OF THE CHOICE OF THE RESEARCH  
 
If eGovernment initiatives seek to cope with the current harsh economic conditions, public 
services should be managed and organised in an integrated manner (Joshi et al, 2004). 
Integrating public services at national and local levels offers the potential for substantial cost 
saving and service improvements (Morse, 2013). EGovernment projects have succeeded when 
they have been planned and designed around the needs and requirements of business and 
citizen, and that can only be realized by the wide back office integration between government 
departments, in order to minimize duplication and avoid redundancy when interacting with 
various government departments. Jordanian government is pursuing many economic, political 
and societal goals, which can be clearly seen in major issues like infrastructure development, 
energy, refugees, poverty, education and health. If it is to maximise the Public Service’s 
contribution to achieving these objectives and to meeting citizens’ expectations, then it needs 
to think increasingly about the Public Service as a unified integrated system. In doing so, it will 
have to amend or revise existing accountability structures and ways of working, to allow for 
integrated system-wide action where this is required. Moving towards a more integrated public 
service, will allow a greater sharing of expertise and knowledge, but, more importantly, will 
allow the Public Service to become more focused on its contribution to the achievement of 
broader citizen-centred outcomes. 
 
Accordingly, the number of electronic government research in general and online service in 
particular conducted in the developing countries is immense, most of those studies looked at 
Government to Citizen (G2C) services or adoption issues.  Several studies have been explored 
in the literature review chapter in this research, however, little research has been done in the 
context of humanitarian crisis, specifically in addressing the relationship between 
eGovernment implementation and refugee camps, and public service provision in newly 
established refugee camps. As the political and geographical landscape is changing in the 
Middle East region, the number of research in what eGovernment project can offer in those 
harsh condition is limited still, and there is also an extreme lack of research in coping 
mechanism and how technology used in administration can better cope and yet release pressure 
on government capabilities and resources.    
 
The examined eGovernment literatures conducted over the last four years in Section 1 (chapter 
3 and 4), along with the outcomes of four conceptual papers have resulted in identifying the 
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possible factors behind the inefficiencies of the current eGovernment services provision in the 
Jordanian eGovernment portal. According to United Nations E-Government Survey 2012, 
Jordan has been downgraded in terms of online service index from 0.5333 (2010) to 0.3992 
(2012).  
 
The quantitative analysis of the connected service delivery (2013) paper has revealed the 
following primary issues: 
1. G2C Services in Jordan are going online based on service degree of digitization, return 
on investment basis , level of support provided by eGovernment program and the 
King’s vision towards more transparent government. 
2. Jordanian government is more concerned about the UN eGovernment index than 
providing efficient and effective service though its portal. 
 
Accordingly, the following gaps in the literature have been identified: 
1. Research concerning Government to Citizen (G2C) online services prioritization 
according to citizen preferences is limited, apart from the online service index provided 
by UN, particularly in Middle East and Jordan. EGovernment adoption and 
applicability tends to prevail on the research literature, as most of the literature deals 
with service uptake issues and citizen behavior towards eGovernment services. 
 
2. Measuring the practicalities of cross portfolio services provision through eGovernment 
portals have been given very little attention in the literature. Cross portfolio services 
refer to shared government services which involve more than one department’s to 
complete the service. Accordingly, this poses a potential golden gap and opens the door 
to an uncharted and yet unexplored territory, as further research is required to identify 
the variables which determine the realistic and acceptable level of service integration, 
which in its turn qualifies the service to be made available and consequently offered 
online through the portal.  
 
3. The explicit absence of organizational and technical guideline in order to determine the 
readiness of government services without compromising the service security.  
 
However, having conducted a practical empirical research in Jordan in the last four years, 
especially in Zaatari refugee camp, has opened my eyes to the reality, and made me realise that 
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it is not as simple as the theoretical literature exhibits. In light of the findings of five field 
studies, new aims and objectives need to be achieved before going any further, new technical 
and organisational challenges, citizen perspectives towards integrating public services, sudden 
humanitarian crises, and the role of leadership in integrating public services. These major issues 
may not be all covered by this research but it will open a new door for other researcher to step 
in. 
 
Before even integrating public services, government departments need to agree on a common 
view and understanding of what public service integration is, as one of the outstanding findings 
of the field study shows that there is a fundamental disagreement on the common definition of 
public service integration. In fact, the same key point indicates, there is no common 
understanding of what eGovernment is, which had led to a cross disagreement in understanding 
eGovernment program agendas and how to integrate public services. Moreover, this leaves a 
large area for further exploration about what had led to produce different definitions of 
eGovernment. 
 
2.3 IMPORTANCE AND CONTRIBUTION OF RESEARCH  
 
 
This research will contribute to knowledge by providing a novel model for integrating public 
service in refugee camps, this aims at coping with the harsh increasing demands of hosting and 
refugees communities. Moreover, this research is expected to help in laying down some of the 
foundations for refugee camps establishment in the Middle East region especially in public 
service delivery and integration within the camps, and as political unrests expand, the region 
is going through holistic change in the political and economic landscape, which inevitably will 
lead to more displacement and refugees. Therefore, this research is in practical importance to 
the Jordanian government and other local and international governments to consider the 
internal/external integration model suggested in this research.  
 
This research is expected to contribute to the new UNHRC assessment strategy 2016 by 
suggesting a new model to integrate service provision within refugee camps. If developed in 
line with UNHRC agenda, NGOs and other operational partners can draw upon some of the 
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common successful practices mentioned and captured in this research, this is clear in the JITB 
just in time bureaucracy model in chapter 4. 
 
This research is primarily looking at integrating public services to better cope with 
humanitarian crisis resulted by refugee camps. An integrated service provision model will help 
the government and other NGOs to manage the camp more effectively, reduce the negative 
impact of the overuse of the resources, and maintain the balance in public service provision at 
local, national level and the refugee’s community. Such a service provision model will also 
help NGOs collaborate and coordinate more efficiently.  In the other hand, a few efforts in the 
research have been made to enable refugees to support themselves and develop self-sustaining 
livelihoods, which if not developed at certain point through the refugee camp life cycle will 
undermine the refugees’ livelihood skills, makes repatriation more difficult, and increases 
tensions with the host communities.  
 
This research also captures essential features of the dynamicity and versatility of service 
provision models in Zaatari refugee camp. It has also helped in identifying serious issues in the 
government services provided within the camp, especially in the context of medical and 
education services. The analysis in this research will help to provide an integration mechanism 
for the identified government services. The views and opinions expressed within were collected 
from several NGOs, government agencies and refugees. The qualitative data analysis has 
revealed a very interesting agile service provision model with four identified stages, namely, 
manic phase, just in time bureaucracy phase, semi structured phase and structured and 
sustainable phase. Moreover, this research also argues that humanitarian actors should develop 
a better provisional model for refugee assistance. The novel model constructed within strongly 
suggests that Jordanian government must shift its response from emergency level service 
provision model represented by immediate humanitarian relief to a structured service provision 
model represented by self-sustainable and long-term development, and from building camps to 
supporting cities through a sustainable efficient service provision model. 
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2.4 RESEARCH METHODOLOGY 
2.4.1 RESEARCH PARADIGMS   
Within and across different disciplines, there are varying views of what research is and how 
this relates to the kind of knowledge being developed (Scherer, 2003). Paradigms guide how 
researchers make decisions and carry out research (Seidman, 2012). The researcher’s discipline 
will also be guided by a paradigm. As a researcher, it is important to know where the researched 
discipline belongs, as there are different ways of viewing the world and that your approach to 
knowledge is one of many.  
 
A paradigm is defined as a “belief system or theory that guides the way we do things, or more 
formally establishes a set of practices” (Göktürk, 2009). This can range from thought patterns 
to action. (Wainright, 1997). Therefore, in a social or natural science discipline, any research 
depends upon one of the philosophical paradigms known as positivist, interpretivist and critical 
(Oates, 2006). 
 
According to Hudson (1986), paradigms can be characterised through their: ontology, which 
is the nature of reality (Hudson et al, 1986), epistemology, which can be defined as the 
relationship between the researcher and the reality and methodology, how we understand 
reality? (Carson et al., 2001). These characteristics create a holistic view of how we view 
knowledge: how we see ourselves in relation to this knowledge and the methodological 
strategies we use to discover it. 
 
2.4.1.1 POSITIVISM 
 
It is debatable in the research rhetoric that Positivism began with Auguste Comte in the 
nineteenth century (Lather, 2006). Positivism asserts a deterministic and empiricist philosophy 
(Lather, 2006) , thus the world is believed to be external in positivism and positivist ontology 
(Carson et al., 1988) and that there is a single objective reality to any research phenomenon or 
situation regardless of the researcher’s perspective or belief (Hudson and Ozanne, 1988). 
Therefore, the positivists would use a structural and controlled approach in research mainly by 
identifying explicit research topics, construct relevant conceptual hypothesis and then adopting 
a suitable research methodology (Churchill, 1996; Carson et al., 2001). When successfully 
adopted, the positivist researcher would create distance from participants and remain detached 
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from them, this should be balanced carefully in order to maintain a neutral emotional 
equilibrium, and by making clear distinction between reason and feeling (Carson et al., 2001). 
Moreover, science and personal experience and fact and value judgement must all be 
distinctively maintained by researchers. It is also imperative in positivist research to pursue 
objectivity and use consistently rational and logical approaches to research (Carson et al., 
2001). Mathematical and statistical techniques are central to positivist research, which adheres 
to specifically structured research techniques to uncover single and objective reality (Carson et 
al., 2001). The main objective of positivist researchers is to make time and context free 
generalizations. They believe this is possible because human actions can be explained as a 
result of real causes that temporarily precedes their behaviour and the researcher and his 
research subjects are independent and do not influence each other (Hudson and Ozanne, 1988).  
 
2.4.1.2 INTERPRETIVIST 
 
 Interpretivist perceives reality as multiple and relative in relation to ontology and epistemology 
(Hudson and Ozanne, 1988). Lincoln and Guba (1985) explicates that those multiple realities 
also depend on other systems for meanings, which make it even more difficult to interpret in 
terms of fixed realities (Neuman, 2000). The knowledge acquired in this discipline is socially 
constructed rather than objectively determined and perceived (Hirschman, 1985, Berger and 
Luckman, 1967, p. 3: in Hudson and Ozanne, 1988). 
 
Interpretivists focus on human interaction and intentions, they also attempt to avoid inflexible 
structural frameworks such as in positivist research and adopt a more personal and flexible 
research structures (Carson et al., 2001) which are receptive to capturing meanings in human 
interaction (Black, 2006) and make sense of what is perceived as reality (Carson et al., 2001). 
In interpretivist, it is believed that researcher and his informants are mutually interactive and 
interdependent (Hudson and Ozanne, 1988). The interpretivist researcher usually rely on 
previous knowledge, as they would enter the research field with prior insight of the research 
context, however they would assume that this is insufficient in developing a fixed research 
design due to complex, multiple and unpredictable nature of what is perceived as reality 
(Hudson and Ozanne, 1988).In addition to that, the researcher remains open to new knowledge 
throughout the study and lets it develop with the help of informants. The use of such an 
emergent and collaborative approach is consistent with the interpretivist belief that humans 
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have the ability to adapt, and that no one can gain prior knowledge of time and context bound 
social realities (Hudson and Ozanne, 1988). 
 
Therefore, the goal of interpretivist research is to understand and interpret the meanings in 
human behaviour rather than to generalize and predict causes and effects (Neuman, 2000; 
Hudson and Ozanne, 1988).  
 
2.5 RESEARCH METHODOLOGY   
In research methodologies, there are two main research categories; quantitative and qualitative 
(Morgan et al., 2003). There seems to be a trend within the field of research appears in 
associating quantitative research with positivism and qualitative research is mainly perceived 
as interpretivist. This however still arguable by many authors and researchers, as an example 
of this could be using a case study, which could be considered interpretivist, positivist or critical 
(Kanaan, 2009). 
2.5.1 QUALITATIVE RESEARCH   
As a method of inquiry, qualitative research is employed in many different academic 
disciplines, traditionally in the social sciences, but also in market research and further contexts.  
Qualitative researchers aim to gather an in-depth understanding of human behaviour and the 
reasons that govern such behaviour. The qualitative method investigates 
the why and how decisions are made, not just what, where, when. Hence, smaller but 
focused samples are more often used than large samples. 
 
Phenomenological inquiry, or qualitative research, uses a naturalistic approach that seeks to 
understand phenomena in context-specific settings. Qualitative methods produce information 
only on the particular cases studied, and any more general conclusions are only propositions 
(informed assertions). Quantitative methods can then be used to seek empirical support for such 
research hypotheses. There are several different research approaches, or research designs, that 
qualitative researchers use. 
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 Research Approach  Description  
1 Basic/generic/pragmatic 
qualitative research 
Which involves using an eclectic approach taken up to best 
match the research question at hand. This is often called 
the mixed-method approach. (Creswell, 2006) 
2 Ethnographic Research This method is also called "ethnomethodology" or 
"methodology of the people". An example of applied 
ethnographic research is the study of a particular culture and 
their understanding of the role of a particular disease in their 
cultural framework (Creswell, 2008). 
3 Grounded Theory An inductive type of research, based or "grounded" in the 
observations or data from which it was developed; it uses a 
variety of data sources, including quantitative data, review 
of records, interviews, observation and surveys (Ralph et al, 
2014). 
4 Phenomenology Describes the "subjective reality" of an event, as perceived 
by the study population; it is the study of a phenomenon. 
(Marshal et al, 1998) 
5 Critical Social Research A research used by a researcher to understand how people 
communicate and develop symbolic meanings. (Denzin et 
al, 2005) 
6 Visual Ethnography It uses visual methods of data collection, including photo, 
voice, photo elicitation, collaging, drawing, and mapping. 
These techniques have been used (Denzin et al, 2005) 
7 Ethical Inquiry An intellectual analysis of ethical problems. It includes the 
study of ethics as related to obligation, rights, duty, right and 
wrong, choice. (Marshal et al, 1998). 
8 Auto ethnography, The study of self, is a method of qualitative research in 
which the researcher uses their personal experience to 
address an issue. (Denzin et al, 2005) 
Table 2.1: Research Approaches used within the ICT field 
 
The following is a summary of the characteristics of qualitative research which have been 
derived from several points of view. 
 
1. The qualitative research is highly flexible in terms of how knowledge is built into the 
research design.  This is apparent in any focus group session, for instance, when the 
moderator is actually in a group discussion they can understand which topical areas to 
pursue more than others or the specific follow-up (probing) questions to interject.  In 
the other hand, an observer has very little control over the participants’ activities, and 
yet, the goal of the observer is to be as unobtrusive and flexible as possible in order to 
capture the reality of the observed events (Denzin et al, 2005). 
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2. Researcher and participant relationship. In qualitative research, the researcher is 
considered the tool through which data are collected and gathered, this would make the 
role of the relationship between the researcher and participant is important and yet 
impact on the research outcomes. The relationship between the researcher and 
participants is central to the group discussion, focus group or even interview where both 
share the same research space where certain conventions for communicating 
(knowingly or not) may be formed and where, in turn, shapes of the reality is captured 
in the data (Neuman, 2000).  
 
3. Qualitative research is notable by the fact it places the researcher central to the data-
collection and, indeed, the researcher is the instrument by which information is 
collected.  In addition to the emphases on meaning, context, and the potential likelihood 
of researcher subjectivity, the relationship between the researcher and the research 
participants and subject matter installs an deep and in-depth understanding which can 
prove beneficial to a thorough analysis and interpretation of the outcomes; however, 
sometimes this closeness heightens concerns regarding the researcher’s ability to 
collect (and interpret) data in an objective, unbiased manner (Black, 2006). 
 
4. The main emphasis in qualitative research is placed on the human condition and the 
reality, therefore, qualitative inquiry is believed to be in the business of gathering “the 
truth and the knowledge” from participants.  Thus, instead of truth or ultimate 
knowledge, the qualitative researcher collects information which some level of 
knowledge can be gained.  Usually the information is acquired in a context, in this way, 
the research data are a product of various situational factors.  For this reason, qualitative 
researchers do not talk about the “truth” of their findings but rather the “plausibility” of 
their interpretations (Carson et al., 2001). 
 
5. Qualitative research requires a specific skillset, skills that go beyond the usual qualities 
of attention to detail, organization and analytical abilities which usually are necessary 
for all researchers and all different type of research.  More importantly, techniques to 
build rapport with participants and to maintain this relationship is also necessary and 
active listening skills.  Qualitative researchers also need to have very good analytical 
skills that can meet the demands of messy analysis in qualitative inquiry where context, 
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social interaction, and numerous other inter-connected variables contribute to the 
realities researchers take away from the field (Roller et al., 2015). 
 
6. “Although the goal of all research is to draw meaning from the data, qualitative research 
is unique in the dimensionality of this effort.  Qualitative researchers derive meaning 
from the data by way of multiple sources, evaluating any number of variables such as: 
the context, the language, the impact of the participant-researcher relationship, the 
potential for participant bias, and the potential for researcher bias” (Carson et al., 2001, 
Roller et al., 2015). 
 
7. Qualitative research is exclusively well-matched to address research issues or questions 
that might be hard to capture or even difficult, to investigate under less flexible and 
more structured research designs.  Qualitative inquiry effectively challenges sensitive 
and personal issues sometimes such as sexual dysfunction and domestic violence 
(Roller et al., 2015). 
 
8. Unquestionably, qualitative research analysis is highly unstructured and 
disordered.  Therefore, there is one way to do analysis and it does not follow a straight 
line, where point ‘A’ leads to point ‘B’, but rather is a multi-layered, involved process 
that continually builds upon itself until a meaningful and verifiable interpretation is 
achieved. Qualitative researchers should seek and embrace the tangles of their data from 
many sources, so that the problematic with interconnections, inconsistencies, and 
seemingly illogical input van be avoided or at least reduced (Roller et al., 2015) 
 
 
 
 
 
 
 
 
 
 
34 
 
2.5.2 QUANTITATIVE RESEARCH    
Quantitative research is a rational data-led approach which provides a measure of what people 
think from a statistical and numerical point of view. It can be best described as an empirical 
investigation of observable phenomena via statistical, mathematical or computational 
techniques (Carson et al., 2001). Subsequently, the objective of quantitative research is to 
employ and develop mathematical models, hypothesis and theories to pertaining to 
phenomena. The process of measurement is central to quantitative research because it provides 
the fundamental connection between empirical observation and mathematical expression of 
quantitative relationships (Marshall et al., 1998). As opposed to the qualitative data, 
quantitative data is any data that is in numerical form such as statistics, percentages (Denzin et 
al, 2005).   In layman's terms, this means that the quantitative researcher asks a specific, narrow 
question and collects a sample of numerical data from observable phenomena or from study 
participants to answer the question. The researcher analyses the data with the help of statistics. 
The researcher finally hopes the numbers will yield an unbiased result that can be generalized 
to some larger population. Quantitative research relies on collecting quantitative data using 
various techniques (Marshall et al., 1998), such as: 
 
Surveys, which are used to collect the same data from large groups of people. The data may 
include, but not limited to demographic information, opinions or satisfaction levels. The survey 
can be managed in person, by mail, over the phone or via email or the Internet. In the survey 
the researcher asks same questions to all participants (Roller et al., 2015). 
 
Structured Interviews, where questions take the form of “when” or “how many”. These 
interviews can be used, for example, in opinion polls or market research to gather quantitative 
data. Tests and Measures can be applied to find out what or how people think.  
 
Observation, which is most commonly used in quantitative research. Observers must consider 
the period of time that they should spend in observation; the day of observation should also be 
a representative day. Observation can be used to prove or enhance information gathered 
through other techniques. 
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2.5.3 RATIONAL OF RESEARCH METHODOLOGY  
This research aims at investigating how to integrate public services in order to better cope with 
the harsh economic conditions resulted by the unpredicted influx of refugees in Jordan. In order 
for this aim to be achieved, the researcher needs to aggregate and collect different perceptions 
and views of the key stakeholders engaged in the process of managing, delivering and using 
public services in Jordan. As this research is divided into three distinctive sections (Practicality, 
Technicality, Applicability), the practicality is based on interpretivist research paradigm, 
therefore, the research will utilise qualitative research methodological approach to collect data 
and qualitative procedures analyse the data.  
 
The technicality section will be based on two case studies, implementing the proposed 
integration framework to current set of online services,  first case study covers the following 
services, No Criminal Record Certificate (NCRC), Vocational License (VL), Travel Agency 
Licensing (TAL) and second case study covers Custom Clearance Agent Licensing (CCAL) , 
No Criminal Record Certificate (NCRC) and Vocational License (VL). A qualitative case study 
is an intensive, holistic description and analysis of a single instance, phenomenon, or social 
unit. The unit of analysis in case studies could be an individual, an event, a service, a particular 
organisation or a community (Myers, 1997). One criticism of case studies is the lack of 
guidelines in terms of building the final report or outcomes. As the findings in qualitative 
research should be richly descriptive (Charmaz, 1999), it is vital that guidelines on how to 
construct the final report are provided so that a comprehensive description of the social 
phenomenon emerges. Therefore, the purpose of case study research is to describe that 
particular case in detail and take learning from that and develop theory from that approach as 
it is particularistic and contextual. 
 
The applicability section combines three research approaches, ethnography, participatory 
techniques and action research. Ethnography is a research approach that has traditionally been 
used to understand different cultures in detail. It is long term and requires the researcher to be 
embedded in local cultures. A good ethnographer is an excellent listener who is able to reflect 
upon and interpret what he or she hears and observes ( Tacchi et al, 2003). 
 
Participatory techniques usually used by researchers in order to draw the people they seek to 
understand into the process of producing, analysing and using research data. Participatory 
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techniques can be immensely valuable to researchers who strive to make use of ethnography 
not just to understand a culture, but also to effect progressive social change (Kothari & Cooke, 
2001). 
 
Action research is a research approach mainly used to bring about new activities through new 
understandings of situations. It describes a process by which initiative workers respond to the 
new understandings of 'context' that result from the ethnographic research and participatory 
techniques, by reviewing their initiative's programme and planning new activities (Whyte, 
1991). 
 
Ethnographic Action Research, Known as EAR, is a methodology that combines research with 
project development. It has been designed for Information and Communication Technology 
(ICT) initiatives. Ethnographic Action Research is built into an initiative so that it becomes an 
important tool for understanding and further developing the initiative in its local context 
(Hartmann et al, 2009). 
 
Researchers use ethnographic methods and principles with participatory techniques to guide 
the research process.  Action research is used to link the findings back in to the initiative 
through the development and planning of new activities. Therefore, the research will utilise 
qualitative research methodological approach to collect data and ground theory to analyse the 
data. This section is also based on ethnographical based research, as this section of the research 
has developed over 3 years period and several field studies to the Zaatari refugee camp. This 
section also draws upon some action research aspects, as the researcher’s aim is to contribute 
to the real situation of the people to gain feedback from their understanding in an immediate 
problematic situation such which could be implemented in a refugee camp. Most of the action 
research definitions focus on the collaboration between researchers and participants involved 
in the study of the situation under investigation (Tacchi et al, 2003).  
 
The applicability section will also use team meeting minutes from UNHCR from September 2012 to 
November 2014 in order to capture the changing nature of relationship between government and NGOs 
in managing the refugee camp.  
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2.5.3.1. CHOICE OF SELECTING INTERPRETIVISM IN THE RESEARCH 
 
The first section of this research is practicality of public service integration, which aims at 
understanding the views and perceptions of public sector employees of service integration. The 
underlying philosophical paradigm of this section will be based on INTERPRETIVISM. The 
reasoning behind this is to create a greater understanding of the phenomenon of public service 
integration and public service delivery through the interpretation that humans (Public servants) 
assign. The central ontological focus in interpretivist is the relationship between the researcher 
and the phenomenon being studied. Reality is a result of individual subjective interpretations 
and/or of inter-subjective constructions shared between individuals. Epistemologically, facts 
and values cannot be separated and knowledge is viewed as ideological serving the interests of 
particular social groups (Hartmann et al, 2009). The investigative processes employed in 
INTERPRETIVISM can either be qualitative or quantitative with the method being determined 
by the phenomena under investigation. Good interpretive research is therefore dependent on 
bringing out as full an understanding as possible of the phenomenon while addressing any 
personal bias that the researcher may bring into the study. This research will utilise qualitative 
research methodological approach to collect data and ground theory to analyse the data.  
 
Grounded theory has been selected for this section because this research required the 
development of a theory to clarify the concept of public service integration. Grounded theory 
is considered unique in its ability to generate concepts by utilizing the logic of constant 
comparison and frequent memo writing (Glaser & Strauss, 2009). The continuous interplay 
play between data collection and data analysis is a major factor in effecting the theory 
development (El Hussein et al, 2014).  Glaser (1978) states that concepts encompass a myriad 
of incidents and are easier to remember and have broader power, which is easier to transform 
them into contexts. Furthermore, Glaser (2009) added that there is “much value in the 
conceptualizing and conceptual ordering of research data” (p. 3). Late Glaser (1998) reiterated 
a similar position reflected in his statement, “By far the most exciting use of Grounded Theory 
over the last ten years is its legitimation of concept generation” (p. 133).  Strauss and Corbin 
(1994, p. 274) identified that “the major difference between this methodology and other 
approaches to qualitative research was its emphasis on theory development”. The assets of 
grounded theory exist in the fact the data collection process has a self-correcting nature. This 
has also another beneficial use within the data collection as participants during interviews could 
correct and rectify each other as the interview goes. (Gharmaz , 2002). 
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In addition to the above, grounded theory methods provide the tools for “making sense of the 
data” (p. 15) and refining it to generate insight into the participants’ world. Rich data must 
provide the researcher with enough background about the participants, processes and settings. 
Moreover, rich data must “reveal what lies beneath the surface” (p. 19) and must expose any 
changes over time. The approach used by grounded theorists to collect rich data is another 
advantage that is substantial (Charmaz, 2006). Rich data will make the “world appear anew” 
(Charmaz, 2006, p.14) because the richness of the data will provide the researcher with 
concrete and dense fabric to construct a thorough analysis of the data in addition to aiding the 
researcher to go beneath the surface of the participants’ social and subjective life (Charmaz, 
2006). Charmaz (2006) contended that the research adventure starts with “finding data” (p. 14). 
Data will extract the context and structure of the participants’ lives in addition to exposing their 
feelings, views, intentions and actions (Charmaz, 2006). In order to obtain rich data, 
researchers are expected to seek dense descriptions (Geertz, 1973) through writing extensive 
field notes of observation” (Charmaz, 2006, p.14), collecting thorough narratives from 
interviews, and above all “collecting respondents’ written personal accounts” (p. 14). The 
aforementioned approaches to data collection can enhance identifying information but are 
unsuccessful in providing insights into it (Charmaz, 2006).  
 
2.5.3.1.1 GROUNDED THEORY METHOD 
 
Grounded Theory is a research instrument and tool which enables researchers to seek out and 
conceptualise the hidden social patterns and structures through the process of constant 
comparison. Initially, researchers use an inductive approach to generate substantive codes from 
the data, and accordingly the developed theory will suggest where to go next to collect data 
and which, more-focussed, questions to ask; which is the deductive phase of the Grounded 
Theory process (El Hussein et al, 2014). 
 
Grounded Theory aims to generate a theory based on data collected from interviews or from 
observations to uncover the experiences and perspectives of participants. Grounded theory is 
also a general research method and therefore, is not owned by any one school or discipline, 
which would guide researchers on matters of data collection. 
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The methodological stages are: 
1. Substantive areas identification. In this phase researchers identify their area of interest. 
Examples of substantive areas included dying (Glaser, 1967), online teaching (Scott, 
2007), a cafe (Rosenbaum, 2006), nursing practice (Nathanial, 2007), management 
studies (Holton, 2007), work processes (Gynnild, 2007), interdisciplinary teams 
(McCallin, 2007).  Researcher study will be about the perspective of one (or more) of 
the groups of people of the substantive area who will comprise substantive population 
such as patients, doctors, nurses and social workers (Glaser 1967), online learners (Scott 
2007), nurses who have practiced in direct contact with patients (Nathanial, 2007), 
knowledge workers (Holton, 2007) journalists (Gynnild, 2006), health professionals 
(McCallin, 2007). In this research, the area of substantive is Zaatari refugee camp with 
all the involved stakeholders from government agencies, NGOs, local organisation, 
host community and refugees. 
  
2. Data collect pertaining to the substantive area. A Grounded Theory may use qualitative 
data, quantitative data (e.g. Glaser 1964 and Glaser 2008) or a mixture of the two. Thus 
data types include but are not restricted to 
o Collect and document observations of the practical area itself and activities 
occurring within the substantive area. 
o Accessing public or private record irrespective of form such as photograph, 
diary, painting, sculpture, biography, television broadcast, news report, survey, 
government or organisational document. In this research, UNHCR team 
meeting minutes have been used.  
o Discussing with individuals or a group of individuals, face-to-face or remotely. 
 
3. Open coding. Researcher should open data as it gets collected. Open coding and data 
collection are integrated activities thus the data collection phase and open coding phase 
occur simultaneously and continue until the core category is recognised/selected. Open 
coding simply means coding everything for everything. Eventually the core category 
and the main concern become apparent; where the core category explains the behaviour 
in the substantive area such as it explains how the main concern is resolved or 
processed.  
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4. Memos documentation throughout the entire process. The development of the theory is 
captured in the memos, it is recognised in some research as few memos equals thin 
theory. However, most importantly, theoretical memos are written about codes and their 
(potential) relationships with other codes. It's a low risk activity, memos will mature as 
the theory develop.  
5. Selective coding conduction and theoretical sampling. When the core category and 
main concern are recognised; open coding stops and selective coding – coding only for 
the core category and related categories – begins. Further sampling is directed by the 
developing theory (who do I need to ask to learn more about these issues?) and used to 
saturate the core category and related categories. .  
6. Integrate literature with theory through selective coding and writing up the theory. 
 
2.5.3.2 JUSTIFICATION FOR DATA COLLECTION TECHNIQUES 
 
This research aims at investigating how to integrate public services in order to better cope with 
the harsh economic conditions resulted by the unpredicted influx of refugees in Jordan. In order 
for this aim to be achieved, the researcher needs to aggregate and collect different perceptions 
and views of the key stakeholders engaged in the process of managing, delivering and using 
public services in Jordan. The two prevailing forms of data collection associated with 
qualitative inquiry are interviews and observation. 
 
Data collection will be done under grounded theory as explained in the previous section. The 
first method of data collection is interviews, it is debatable in the research community that 
interviews may be used either as the primary strategy for data collection, or in conjunction with 
observation, document analysis, or other techniques (Bogdan and Biklen, 1982). Qualitative 
interviewing utilizes open- ended questions that allow for individual variations. Patton (1990) 
writes about three types of qualitative interviewing: 1) informal, conversational interviews; 2) 
semi-structured interviews; and 3) standardized, open-ended interviews.  
 
An interview guide or “schedule” is a list of questions or general topics that the interviewer 
wants to explore during each interview. Although it is prepared to insure that basically the same 
information is obtained from each person, there are no predetermined responses, and in semi-
structured interviews the interviewer is free to probe and explore within these predetermined 
inquiry areas. Interview guides ensure good use of limited interview time; they make 
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interviewing multiple subjects more systematic and comprehensive; and they help to keep 
interactions focused. In keeping with the flexible nature of qualitative research designs, 
interview guides can be modified over time to focus attention on areas of particular importance, 
or to exclude questions the researcher has found to be unproductive for the goals of the research 
(Lofland and Lofland, 1984). 
2.5.4 RESEARCH METHODOLOGY IN RELATION TO THE RESEARCH 
QUESTIONS 
This research aims at investigate how to integrate public services in order to better cope with 
the harsh economic conditions resulted by the unpredicted influx of refugees in Jordan with 
special emphasis on Zaatari refugee camp.  
 
This research has gone through several phases in its development life cycle, which has resulted 
in reflecting and developing new aims and objectives over time.  In early stages of the research, 
the main focus was on online service prioritisation and examine the factors which contribute 
to shift services online. The main aim was to help understand how Jordanian online service 
delivery works, this was clear in the research and literature on the area of connected service 
delivery and its impact on citizen, and in order to effectively improve the online citizen 
services, a specialised research in this domain needed to clearly identify the variables and 
dimensions that determine service readiness, these variables should be examined from a distinct 
perspective. The service demand side investigation will help finding the attributes of the service 
that more likely required being online. Consequently, this will constitute an assessment that 
provides the eGovernment program with a clear insight of the priorities need to be assigned to 
the online services, in order to achieve more effective and efficient online service provision. 
 
Government Perspective: Service Supply Side 
1. What services can be offered online? 
2. What is the level of integration of public services? 
3. Why to integrate public service?  
4. What is the degree of collaboration among government departments in shared service 
delivery? Certain Services and Specific Departments in order to identify the correlation 
between services. 
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The service supply side investigation has helped in identifying the technical and cross portfolio 
factors required for a service to go online. Accordingly, this has resulted in a framework that 
defines the level of integration of government services. This will generate themes for 
exploration in later stages in this research, and also provide insight to drive future research, for 
example, developing models to predict and understand other citizen group attitudes towards 
online service provision over mobile devices.  The framework will have practical applications, 
as it can be used to design guidelines for eGovernment initiatives, portal developers and 
designers. This knowledge would help to better understand web personalization issues, and 
could be used to design and deploy more satisfactory online services through eGovernment 
portal. This will potentially help eGovernment projects towards higher level of service 
customization and provision. The findings and issues raised in this research were of practical 
importance to the Jordanian public sector and elsewhere, and can aid to enable the identification 
of objectives, priorities and barriers to fully e-government G2C services integration, and 
options for successful implementation thereof.  
 
2.5.4.1 PHASE 1 – PRACTICALITY OF PUBLIC SERVICE INTEGRATION  
As the research started to be more focused towards examining the practicality of online service 
delivery and service integration, a further guidance and direction to more focused literature 
review, and a thorough investigation was required in order to shed light on how public servants 
perceive integration. The second paper, entitled public service integration in Jordan, has 
resulted in massive data set, which needed to be analysed and further investigated to identify 
other correlations. See figure 2.1. 
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Figure 2.1 – Phase 1 (Practicality of Public Service Integration) Research Design 
When phase 1 of the research was achieved, combining the findings of the first paper and the 
outcomes of the second paper, this has helped identified and capture several themes: 
1. The arguable view of what Public Service Integration is? 
2. G2C Level of service Integration  
3. Service Return on Investment ROI. 
4. The impact of the level of support provided by eGovernment program 
5. His Majesty’s king Abdulla vision and influence in service integration.  
6. Refugee Camps Public Services.  
 
The above mentioned themes were produced and captured by two main data collection 
methods. Firstly, 10 scheduled interviews were conducted with eGovernment program in 
Jordan; interviewees were selected from different eGovernment areas, activities and locations. 
Secondly, six focus groups were conducted over two weeks period, each group discussion has 
taken place in different day, each group of participants were asked about their perceptions, 
opinions, beliefs, and attitudes towards public services integration.  
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The findings in Figure 2.1 have pointed at five distinct potential areas of contribution, which 
presented an uncharted territory for further exploration; Phase 2 briefly describes these areas 
as follow: 
1. The considerable differences in the interpretation of what does public service 
Integration mean, and how the whole of government concept and philosophy is viewed 
by different government stockholders. It was rather shocking to recognize through the 
data that there is no common understating between different government departments 
in Jordan of what eGovernment is?  And how that has reflected and effected the 
eGovernment program implementation and strategic plans.   
2. How public service integration will help to cope with the increasing demands of current 
Syrian Refugee Camps in Jordan. As a consequence of the recent Arabic spring 
movement in Syria, and to escape the violence, tens of thousands of Syrian refugees 
have fled to Jordan, resulting in several refugee camps being established. 
3. The role of his majesty king Abdullah II in the current political reforms being carried 
out by the government in Jordan, and to what extent that would affect and influence 
public service integration, as most of the participants agreed on his majesty’s vision 
towards collaborative, transparent and connected government, and with linking that 
vision and push towards more integrated public services, how that vision is being 
interpreted differently by different government departments. 
4. The impact of the social settings and the environment where the group sessions were 
conducted. A considerable difference in the opinions and attitudes towards 
eGovernment were noticed, which improve the level of validation of the collected data, 
as the validity of the opinion may vary from one location to another and from a social 
setting to another. 
5. The transcription and translation process of focus groups and interviews, and the 
significance of using some local expressions to describe what eGovernment is, and 
some double standards quotes commonly used in the public context to describe public 
service integration, which may lead to establish an Integrated Public Service 
Vocabulary scheme identification.  
 
The aforementioned areas of contributions have answered the first research question in 
showing that service side is persistent to push for further integration, it is also helped in 
providing further directions towards more focused literature review.  
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In order to investigate public service employees’ perspective of integration, a qualitative 
research method in order to assess the eGovernment current eservices, using interviews, focus 
groups, case studies and observations will allow acquiring multiple perspectives (Robson, 
2011). These methods are better ways of getting how government officials and eGovernment 
initiative in Jordan promote eservices provision in the eGovernment portal.  Veal (2005) argues 
that different paradigms can coexist in the same study to support and complement each other.  
The practicality of integrating online public services is investigated from government 
employee’s views, in specific ministries for certain services. Licensing services have been 
considered in this section, and that because those services have been flagged as the most 
commonly used online services by the study participants, and currently offered through several 
dispersed portals and service providers.  
 
The practicality section of the research aimed at answering the research question related to the 
practicality of integrating public services in Jordan which is: 
 
1- How public service integration is perceived amongst public administration employees? 
(Practicality of public service integration)  
 
Five areas have emerged as major themes in the context of the practicality section: The 
misconception of the definition of public service integration with electronic Government, 
Drivers and Barriers from intraorganisational view, the readiness and willingness towards 
integration, and potential services where integration may occur. A qualitative and interpretive 
based approached has been used. Consequently, this approach will position the meaning-
making practices of human actors, in this case public servants, at the centre of this study, and 
therefore, five interactive focus groups were conducted. A focus group is always created with 
a specific purpose; a knowledge gap that the focus group is supposed to fulfil. Focus groups 
are a feasible method to gather knowledge and enquiries from different individuals. Different 
participants possess pieces of knowledge about a certain matter and when these pieces are 
brought together, shared and discussed they should point at some potential findings. 
 
2.5.4.2 PHASE 2 – TECHNICALITY OF PUBLIC SERVICE INTEGRATION 
After completing phase 1, which resulted in identifying a current administration necessity to 
further integrate public services, here comes the question of what technologies would help to 
realise and achieve this specific integration. Consequently, section 2 laid down the foundation 
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in terms of where to begin. It introduces a new technical framework towards public service 
integration in Jordan. The proposed framework, integration framework for interpretability of 
connected service delivery (IFICSD), will help connect all actors involved in service delivery 
in an integrated government environment, and provide an effective means of communication 
between all of those actors to share data, information and services in a constituent and 
consistent manner. IFICSD is formed as an interconnected structure that offers an integrated 
government for all actors to communicate together in a seamless manner, through using 
Enterprise service bus technology, an integrated medium for all involved actors to be plugged 
onto the system, without having to deal with migration technical issues and legacy problems. 
As a result, government agencies are expected to publish their existing services in a form of 
web services into the Enterprise Service Bus (ESB) and make them available to other systems 
to use, share and utilize using a unified web service description framework based on Service 
Oriented Architecture (SOA). 
 
 
The IFICSD will help answering the second research question which is represented by:  
 
What technologies can be utilised to integrate the current public service provision (Technicality 
of public service integration)? An interoperable integration framework is required to shift the 
existing service provision structure into incremental cross-portfolio integration. 
 
Using SOA, ESB and web services to connect and integrate service delivery will enable 
multiple government constituents and service providers to reuse developed assets, share data 
and provide a seamless panel of highly integrated services. Implementing a flexible SOA 
solution for governing, integrating, deploying, securing, and managing services, irrespective 
of the platforms on which they were created, will increasing the effectiveness, efficiency, and 
quality of service. Moreover, an SOA flexible solution will help to overcome the current 
organisational resistance which is presented as one of the most challenging barriers hindering 
service connectedness. 
 
The prerequisite for effective information and data sharing between government departments 
is technical interoperability. This Technical level interoperability deals with the technical 
aspects of interconnecting government systems and standardisation of data format and data 
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exchange protocol, and the extensive use of web services, all these elements can serve 
purposefully towards the concept of Service Oriented Architecture SOA.   
 
This section also investigates the connected public services delivery through the integration of 
back office processes. It provides an interoperability integration framework that connects 
closely coordinated services based on Service Oriented Architecture, in an attempt to align the 
organizational structures and processes of different government departments (Service 
Providers). As we believe that this integration is not only necessary but also critical and crucial 
at this stage of e-government implantation in developing countries. The framework provided 
in this chapter provides a high level of semantic integration through the deployment of Service 
Oriented Architecture (SOA), Enterprise Service Bus (ESB) and Web services, which will help 
to integrate the process of public service provision for best use by the end user, as well as to 
avoid duplication and redundancy in government agencies. 
 
2.5.4.3 PHASE 3 - APPLICABILITY OF PUBLIC SERVICE INTEGRATION IN 
REFUGEE CAMP 
 
This section captures essential features of the dynamicity and versatility of service provision 
models in Zaatari refugee camp. It has also helped in identifying serious issues in the 
government services provided within the camp, especially in the context of medical and 
education services. The analysis in this chapter will help to provide an integration mechanism 
for the identified government services. The views and opinions expressed within were collected 
from several NGOs, government agencies and refugees. Preliminary data analysis of the 
qualitative data has revealed a very interesting agile service provision model with four 
identified stages, namely, manic phase, just in time bureaucracy phase, semi structured phase 
and structured and sustainable phase.   
 
Upon the conceptual demonstration of how the selected public services can be integrated based 
on the integration framework, the suggested framework has been implemented on the possible 
areas of integration within the refugee camp.  
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This has accordingly answered a research questions  
 
3- Identify areas of integration in the government services provided in Zaatari refugee 
camp? 
 
 
This research has used ethnographic principles and methods along with participatory 
techniques to guide the research process and we use action research to link the findings back 
in to the initiative through the development and planning of new activities. Therefore, the 
research has utilised qualitative research methodological approach to collect data and ground 
theory to analyse the data. This phase is also based on ethnographical based research, as this 
section of the research has developed over three year period and several field studies to the 
Zaatari refugee camp. This section also draws upon some action research aspects, as the 
researcher’s aim is to contribute to the real situation of the people to gain feedback from their 
understanding in an immediate problematic situation such which could be implemented in a 
refugee camp (Westbrook, 1995; Avison et al., 1999). Most of the action research definitions 
focus on the collaboration between researchers and participants involved in the study of the 
situation under investigation. Action research has so far been largely ignored in Information 
Systems (Myers, 1997). 
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2.6 THE RESEARCH CONTEXT: JORDAN 
Hashemite Kingdom of Jordan, Knows as Jordan, is relatively a small country in the Middle 
East of nearly 8 million population. Jordan is bordered by Saudi Arabia to the south and 
east, Iraq to the north-east, Syria to the north, and Israel and Palestine to the west. 
 
 
Figure 2.1: Map of Jordan  
The Jordanian Department of Statistics estimated the 2011 population at 6,249,000, s of July 
2014 the population was estimated to be 7,930,491. There were 946,000 households in Jordan 
in 2004, with an average of 5.3 persons per household, compared to 6 persons per household 
for the census of 1994 (CIA World Factbook, 2015). 
 
Despite the fact that Jordan is a constitutional monarchy, the current monarch Abdullah II holds 
wide executive and legislative powers. He serves as Head of State and Commander-in-Chief 
and appoints the executive branch consisting of the Prime Minister, the Cabinet of Jordan, and 
regional governors (Jordan, 2013). 
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The Parliament of Jordan consists of two chambers: the House of Representatives (Majlis an-
Nuwāb) and the Senate (Majlis al-'Aayan). The 150 members of the House are democratically 
elected from 12 constituencies, but 75 members of the Senate are all directly appointed by the 
King. Women's quota in the House of Representatives is 15 seats. 108 seats are chosen from 
constituencies while the remaining 27 seats are chosen through proportional representation on 
nationwide party lists (BBC, 2013). 
 
King Abdullah II succeeded his father Hussein following the latter's death in February 1999. 
Abdullah moved quickly to reaffirm Jordan's peace treaty with Israel and its relations with the 
United States. During the first year in power, he refocused the government's agenda on 
economic reform (IBP, 2013). Jordan has multi-party politics. Political parties contest less than 
a fifth of the seats; the remainder are assigned to independent politicians. A new law enacted 
in July 2012 placed political parties under the jurisdiction of the Ministry of Interior and 
forbade the establishment of parties based on religion (The New York Times, 2013).  
 
Jordanian public service is a reflection of national political and administrative cultures, and of 
past economic and social priorities. It is composed of a Civil Service (staff working in 
departments and major agencies), commercial and non-commercial bodies that provide 
services on behalf of the State as agencies, public hospitals, schools, defence and security 
services, and local government. While it has created structures and systems to enable horizontal 
co-ordination, the Public Service remains segmented overall, leading to sub-optimal coherence 
in policy development, implementation and service delivery. Moreover, Jordanian public 
services are delivered in different and complex ways that create confusion for citizens and 
officials alike. As public policy becomes more diverse and complex in Jordan due to the current 
political and economic conditions, Public Service providers need to have even more interaction 
with each other and with stakeholders at local, national and international levels, and across 
these levels. The current public service system in Jordan is often fragmented, complex and 
opaque, hampering the joint working between involved government agencies. As it has been 
revealed from this study, Citizen and Government employees are still unable to truly see the 
fruit of an effective e-government program due to the fact that most projects are not yet linked 
together or activated.  
 
Jordanian government is pursuing many economic, political and societal goals, which can be 
clearly seen in major issues like infrastructure development, energy, refugees, poverty, 
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education and health. If it is to maximise the Public Service’s contribution to achieving these 
objectives and meeting citizens’ expectations, then it needs to think increasingly about the 
Public Service as an integrated system. Consequently, it will have to amend or revise existing 
accountability structures and ways of working, to allow for integrated system-wide action 
where this is required. Moving towards a more integrated Public Service, will allow a greater 
sharing of expertise and knowledge, but, more importantly, will allow the Public Service to 
become more focused on its contribution to the achievement of broader citizen-centred 
outcomes. 
 
Jordanian public service providers are now facing their most serious challenges since the 
earliest inception of eGovernment program. The demand for public services is dramatically 
increasing due to a number of reasons such as demographic changes, harsh economic 
conditions and Syrian refugee camps resulted from the political unrest in surrounding countries. 
The Jordanian national concerns over a wide-scale flow of Syrian refugees into Jordan have 
forced the government to declare north of the country as a disaster area (Omari, 2013). 
Consequently, an unprecedented rising demand for public services has taken place in an 
environment whereas public expenditures are sought to be further constrained. In the absence 
of a willingness to raise new revenue, public services will have to ‘achieve more with less’. 
Public services in Jordan are unstructured and not based on any national, regional or local 
public service models. This fragmented view of the public service concept and the absence of 
integration model of public service will impact the quality and the efficiency of public service 
provision, increases administrative burdens and makes public service provision more costly. 
Therefore, before integrating public services, Jordanian government should investigate the 
practicalities of this joining up shift, and measure the current state of integration.   
 
Jordanian government is now challenged to deliver an expanding set of services to a growing 
number of constituents whose expectations are in increase. Recent political, economic, health 
and social conditions are increasingly changing on the landscape, and have been impacted by 
the surrounding political unrest, resulting in Jordanian government having to overstretch its 
capabilities and cope.  
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2.6.1 JORDANIAN ELECTRONIC GOVERNMENT PROGRAM 
Jordanian government has initiated its eGovernment program in 1999, as an attempt to improve 
the performance, credibility and transparency of the government, as well as to provide 
government products and service electronically. 
 
E-Government in Jordan began with much focused strategic objective which is the delivery of 
services to targeted customer segments. These services vary in nature and objectives. Some are 
forward-facing (e.g., designed for external customers) and some are inward-looking (e.g., 
aimed at enhancing government efficiency). However, the delivery of eGovernment services 
is currently non-service-oriented, customer-centric, and none results driven; it was meant to be 
supported by modular, interoperable and re-usable ICT components and leverage multiple 
access channels. The current portal is facilitated by an adequate mix of ownership. Ultimately, 
e-Government services if successfully implemented should transform the way citizens, 
businesses, and government entities and employees interact with government. The successful 
delivery of e-Government services sets on a number of foundations in the areas of 
institutionalization, laws and regulations, technology, and business factors, identified as the 
four pillars of e-Government (MoICT, 2008). 
 
E-Government in Jordan is committed to delivering services to public across society, regardless 
of location, economic status, education or ICT ability. With its commitment to a customer-
centric multi- channel approach, and by closely aligning with the National Agenda and 
National ICT Strategy, e-Government will contribute to Jordan’s economic and social 
development, as well as the transformation into a competitive, innovative knowledge society. 
This can be achieved by consolidating government resources, engaging greater citizen 
participation in the local economic development and facilitating citizen access to government 
services demonstrating more citizen empowerment and less government control over public 
data. E-Inclusion, the participation of all in e-government is imperative to promote economic 
and social empowerment through ICT for all citizens including vulnerable groups pre-
identified by the UN as the Poor, illiterate, blind, old, young, immigrants and women. The 
Strategy crystallizes this vision into objectives; it presents priority e-Government initiatives, 
tools and projects (as shown in the following figure); and it identifies targets and milestones to 
facilitate performance control and raises accountability by clearly defining the responsibilities 
of key stakeholders (MoICT, 2008).  
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The current strategy emphasises the e-Government role of encouraging and motivating 
government entities to deliver high-quality customer-centric and performance-driven services 
to e-Government beneficiaries while transforming from traditional service delivery to more 
effective and efficient service providers to their beneficiaries (Citizens, Residents, Visitors, 
Businesses, Government Entities and Government Employees).  
 
The four stages of e-transformation are evolving around the maturity of service delivery 
(emerging, enhanced, transactional, connected). Government of Jordan is aiming to achieve the 
transactional stage by end of this Strategy term. Jordan is currently is in the late enhanced stage 
given that Government of Jordan offer more sources of information through the National 
Government Portal (www.jordan.gov.jo), the National Contact Centre (NCC), the National 
Mobile Portal and National SMS Gateway 
 
 
 
 
 
 
 
 
 
 
 
 
 
Figure 2.2: Jordan e-Transformation current and target maturity 
Nowadays, citizens and businesses have access to about 85 e-Services on the National 
Government Portal four of which are transactional and three of those services offer online 
payment through the Jordan Payment Gateway (JoPAY). The fast evolvement of ICT has 
offered government multiple service delivery channels. Since beneficiaries vary in their 
literacy, location and accessibility to those channels, they require diverse service provision. 
Internet has proven to be the least effective channel to reach Jordanians. Mobile penetration 
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has exceeded by far all expectations and should be utilized as one of the main delivery channels 
in Jordan. Ultimately, e-Government services should transform the way all beneficiaries 
interact with government. 
 
According to the e-Transformation agendas, as can be seen in the figure (2.2), all Government 
Agencies must provide service-oriented, customer-centric, and results driven services and 
engage beneficiaries in the design of these services. All services must be provided through the 
aforementioned service delivery channels that are offered by the Jordan e-Government 
Program to all Government Agencies as shared services.  
 
The Government of Jordan’s national e-Government initiative, launched by His Majesty King 
Abdullah II, aims to drive the nation’s transformation into a knowledge society that is founded 
on a competitive, dynamic economy. Jordan remains committed to this national vision. As part 
of its efforts to transform its society, economy and government, Jordan has developed a 
national e-Government strategy that aims to: 
 Deliver high-quality demand driven services to government beneficiaries in a 
phased approach; 
 Improve government performance and efficiency; 
 Enhance Jordan’s competitiveness; 
 Ensure public sector transparency and accountability; 
 Reduce indirect cost of obtaining services (transportation, time...) 
 Increase ease of interacting with government; 
 Promote development of Jordan’s ICT sector; 
 Develop skills within the public sector; 
 Boost e-commerce activities; and 
 Improve information security and end user privacy. 
 Mitigate the risk through a coordinated approach involving technology tools, 
policy guidance, and training. 
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2.6.1.1 WHY JORDAN IS DIFFERENT? 
There are many evidences in the literature that cultural aspects are strongly effecting 
organizational change related activities (Ali, ET al.2009). The variation in demographical, 
cultural, political and economic factors are one of the reasons why there isn’t a universal model 
dictates the success or the failure of eGovernment projects. Therefore, the fact that some 
countries would outsource their eGovernment projects to external expertise could lead to a little 
consideration of the national identity, and culture, which in its most diverse meanings, as in the 
national culture, government culture, organizational culture and other social issues. Aside from 
the national culture of a country, the adoption and diffusion of ICT, specifically Internet, varies 
from one country to another.  It can be apparent from the examined literature that the 
contextual, financial and cultural aspects of the country play a vital role in the successful 
implementation of electronic government projects. Muhannad Al-Shboul, Osama Rababah , 
Moh’d Al-Shboul , Rawan Ghnemat , Samar Al-Saqqa  suggested that these aspects and themes 
should highly be considered when studying e-Government and its implementation (Al-Shboul 
et al, 2014) (Weerakkody, et al, 2011). When funding has never been flagged as an issue in the 
Gulf Cooperation Council eGovernment literature (Elhussein, 2007), it is still a major issue 
slowing down the progress and the development of electronic government in countries such as 
Jordan. In fact Jordan is currently facing a very harsh economy, and in order to avoid the 
collapse of this economy, Jordanian Prime Minister Abdullah Ensour is taking severe 
decisions, starting by raising electricity prices, which would surely go beyond the gradual 
cancelation of subsidies on bread and other commodities. This is seen as an attempt to obtain 
a financial loan worth $2 billion from the International Monetary Fund (IMF) (al-monitor, 
2013).  
 
In the political context, the Jordanian political model has a significant relation not only to the 
successful implementation of the electronic government program in Jordan but also to the 
adoption and acceptance of the program. According to Kovačić (2005) there is a significant 
positive relationship between e government readiness and democracy in a country. The 
practical relevance of researching cultural issues, and especially comparing phenomena across 
cultures, was questioned by Ferraro (1990). However, the importance of cultural issues is 
becoming increasingly evident in many applied disciplines, these include the management of 
information technology (IT) (Davison and Martinsons, 2003). In this cultural level, the 
structure of the Jordanian cultural and social fabric is constructed by different tribal systems, 
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Palestinian immigrants, and non-Jordanian minorities, this, alongside other drivers, has 
contributed to constitute the current moderate Jordanian cultural identity, nevertheless, 
Jordanians tend to identify as either Jordanian or Palestinian, both of which are defined by 
religion, culture, history, and to a degree ethnicity. Both groups of people are Arabs and both 
are Muslim, but the two cultures and histories are significantly different. This cultural identity 
amongst both government and citizen has influenced the implementation of eGovernment in 
Jordan, the practicality section of this research has revealed that the culturally inherited and 
preconceived assumption that technology will lead to loss of status and power amongst high 
level officials, has slowed down the progress of electronic government program. This was 
supported by the lack of awareness about the power of ICT by some government officials who 
are at the decision making level in Jordan is one key reason impacting many other issues. 
Financial constraints are also another reason why the government is not readily supporting the 
implementation of e-government initiatives. Jordanian citizen have shown a resistance to 
change and are reluctant to accept e-government as an alternative method of service delivery / 
receipt. This is evident when examining the newly introduced e-services mentioned before as 
citizens have shown little interest in making use of the available services (Al-Shboul et al, 
2014). 
 
In relation to public service integration literature, several studies had demonstrated that e-
Government has broad benefits but required a whole-of-government perspective for successful 
implementation.  This was apparent in issues of co-ordination and collaboration, including 
regarding budgetary issues, need to be addressed to maximize the benefits of e-Government. 
Identifying potential gains from e-Government is one thing; actually realizing them is another. 
Implementing ICT projects, particularly large-scale projects that can have a major impact on 
service quality improvements or efficiencies, can raise a number of problems, many of which 
relate particularly to operating within government. External e-Government barriers often 
concern breakdowns, missing components or lack of flexibility in the government-wide 
frameworks that enable e-Government. The result is oftentimes the inability to achieve a 
whole-of-government perspective in e-Government implementation. However, the issue of 
budgetary barriers is one such problem that requires the cooperation of multiple actors in order 
to be overcome (Mohammad et al, 2009).   
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2.5 CONCLUSION  
 
This chapter is considered central to this thesis as it describes the research methodologies used 
in the different sections. This research undergone a remarkable evolution in terms of the focal 
point of the research, aims and objectives. It provides clear answers to the motivations of the 
research, choice of selection and overview brief about the research context. Integrating public 
service, in this research, is believed to be an effective approach to cope with increasing citizen 
and refugees demands, and time of crises has come and necessitates government departments 
to work not only closely but collaboratively and efficiently to respond to these critical 
conditions. 
 
EGovernment is not only about technology or automating systems, it is also about improving 
the provision of public sector services. E-Transformation is the process of transforming into an 
innovative and effective IT-enabled service provider.  The government sole existence is to 
serve people and improve services provided to them. There is a need to have an outward rather 
inward look into developing quality services. Quality is the value perceived by its recipient. 
Therefore, the quality of a service is determined by the value it brings to its beneficiary. We 
need to look to our government beneficiaries and understand what they value, then plan and 
implement accordingly. Most government entities in Jordan has impressive accomplishment in 
term of building their internal infrastructure and automating their administrative and 
application systems. However, beneficiaries are not receiving tangible benefits from these 
investments yet. All efforts so far have been IT driven rather than beneficiaries driven and are 
not conforming to the vision, strategy, organizational structure, and legal requirements of these 
entities. As a result, the public sector has ended up with the development of redundant systems 
where in some cases do not comply with industry standards. Thus facing challenges of data 
exchange through integrating government systems with shared services or with other 
government systems. 
SECTION 1: PRACTICALITY OF PUBLIC SERVICE 
INTEGRATION 
 
INTRODUCTION 
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This research aims at investigating how to integrate public services in order to better cope with 
the harsh economic conditions resulted by the unpredicted influx of refugees in Jordan. In order 
for this aim to be achieved, the researcher needs to aggregate and collect different perceptions 
and views of the key stakeholders engaged in the process of managing, delivering and using 
public services in Jordan. As this research is divided into three distinctive sections (Practicality, 
Technicality, Applicability), the practicality is based on INTERPRETIVISM research 
paradigm, therefore, the research will utilise qualitative research methodological approach to 
collect data and ground theory to analyse the data.  
 
This section includes chapter 3 and chapter 4. Chapter 3 provides an intensive focused literature 
review on the concept and the philosophy of connected government and public service 
integration, it also presents very informed view on the transition from eGovernment to 
connected government, interoperability and citizen centricity in connected collaborative 
government. Moreover, this chapter shed a light on public service integration and joined up 
public service delivery literature, and finally it presents current public service integration 
challenges and opportunities.     
 
Chapter 4 investigates the practicality of integrating online public services from government 
employee’s views in Jordan, in specific ministries for certain services. This chapter aimed at 
answering questions related to the practicality of integrating public services in Jordan. Five 
areas have emerged as major themes in the context of this chapter: The misconception of the 
definition of public service integration with electronic Government, Drivers and Barriers from 
intraorganisational view, the readiness and willingness towards integration, and where 
integration may potentially occur. 
 
The empirical results emerged from this section, which combines outcomes of the focused 
literature review chapter (3) and findings of the practicality chapter (4), show that there is a 
necessity to push further in the public service integration process, especially for specific 
services that require the involvement of several service providers. Integrating health and 
educational services have been highlighted through the data analysis, especially for the recently 
established Syrian refugee camps in Jordan.  Overall data analysis has also revealed that the 
level of support provided by the EGovernment program plays a vital role in eliminating 
possible barriers stand against public service integration, and promotes a better understanding 
of eGovernment integration.   
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Outcomes of literature reviews of chapter 3 combined with the empirical findings of chapter 4 
have contributed to meet research question 1, which was presented by:  
 
1- How public service integration is perceived amongst public administration employees? 
(Practicality of public service integration)  
 
In order to investigate public service from service side, employees’ perspective of integration, 
a qualitative research method in order to assess the eGovernment current eservices, using 
interviews, focus groups, case studies and observations will allow acquiring multiple 
perspectives (Robson, 2011). These methods are better ways of getting how government 
officials and eGovernment initiative in Jordan promote eservices provision in the eGovernment 
portal.  Veal (2005) argues that different paradigms can coexist in the same study to support 
and complement each other.  The practicality of integrating online public services is 
investigated from government employee’s views, in specific ministries for certain services. 
Licensing services have been considered in this section, and that because those services have 
been flagged as the most commonly used online services by the study participants, and 
currently offered through several dispersed portals and service providers.  
CONCLUSION 
 
The service supply side investigation will help identifying the technical and cross portfolio 
factors required for a service to go online. Accordingly, this will help put together a framework 
that defines the level of integration of government services. This will generate themes for 
exploration in later stages in this research, and also provide insight to drive future research, for 
example, developing models to predict and understand other citizen group attitudes towards 
online service provision over mobile devices.  The framework will have practical applications, 
as it can be used to design guidelines for eGovernment initiatives, portal developers and 
designers. This knowledge would help to better understand web personalization issues, and 
could be used to design and deploy more satisfactory online services through eGovernment 
portal. This will potentially help eGovernment projects towards higher level of service 
customization and provision. The findings and issues raised in this section will be of practical 
importance to the Jordanian public sector and elsewhere, and can aid to enable the identification 
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of objectives, priorities and barriers to fully e-government G2C services integration, and 
options for successful implementation thereof.  
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CHAPTER 3: CONNECTED GOVERNMENT 
 
3.1 INTRODUCTION  
 
This chapter presents and defines the concept of connected government. It demonstrates how 
to perceive the connectedness aspect of connected government from citizen perspective. The 
chapter begins with presenting a review on relevant literature aiming to define the connected 
government, and determines its role, significance, potentials and challenges. The reviewed 
literature includes documents from the United Nations and other organisations, as well as 
technical reports from commercial sector. 
 
A number of new challenges of connected government are presented in this chapter; an 
underlying premise is that the connected government issues are complex and interwoven and 
are unlikely to be untangled by a single research methodology or perspective, therefore, this 
chapter specifically sets out the challenges based on three types of connectivity problems, 
which are Intractable problems, Cross-boundary problems and Integrated Public Service 
problems.  
 
The main objective of this chapter is to identify the concept of connected government and 
explores the challenging issues involved in the transformation process towards connected 
government strategies and implementing them on a country-wide basis. But it is not about 
benchmarking or passing judgement on any e-government strategy, as every case has to be 
considered within its own constitutional, administrative and cultural context. 
3.2 CONNECTED GOVERNMENT  
 
The concept of connected government constitutes the current tendency in the context of 
government service provision. Connected government enables public agencies to share their 
objectives across organizational boundaries, whereby information can be shared among 
ministries and government entities in a way that avoid data redundancy, boost up the efficiency 
of internal government processes, increase employees’ productivity and ultimately provide 
citizen with high quality services and better level of governmental interaction. 
Connected government objective should not only be identified as better public service delivery, 
but also it should enforce new improvements in the quality of governance and the effectiveness 
and responsiveness of the government to empower citizens. In that sense, this transformation 
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from government-oriented to citizen-oriented government through connected governance will 
offer the potential of changing the traditional roles of government and citizens, as government 
will be working with citizens rather than working for them, and citizens will be given the 
chance to play a role in influencing the e-government solutions. 
 
This transformation towards more transparent, open and participatory government requires 
shifting from government-oriented to citizen-oriented government, and understanding the need 
to establish a digital dialogue with citizens, and one way to achieve this is through the 
integration of e-government policies, strategies and technologies internally and externally. 
Consequently, the concept of “connected government” serves towards this direction. However, 
the establishment of connected government stipulates new requirements, such as cross-
organizational connectivity whereas back-office to front-office technologies should be highly 
integrated. This chapter presents the nature and the scope of connected government and collects 
together the current concepts of connected government. This chapter emphasises the need for 
connected government and provides a new perspective on citizen-oriented government in 
which government works with citizen rather than working for them. This chapter underlines 
the challenges and opportunities throughout the transformation process from government-
oriented to connected government that can be perceived as a citizen-oriented government.  
 
Conventional e-government projects have genuinely contributed to transforming governments 
towards a leaner, more cost effective government and one way time based citizen service 
provision as indicated in the first generation of eGovernment initiatives Gov 1.0. (Dais et al, 
2009). However, this has become more complicated and challenging as economic conditions 
have increased demand for services, especially in social security and safe net programs such as 
unemployment insurance, food assistance and healthcare. 
 
The tremendous increase in service volume for many programs has led to increase service level 
demands (Lin et al, 2011). Citizens expect high quality, on-demand and accessible government 
services just as they do from commercial offerings such as Google, Amazon and Apple. That 
prospect has driven some government agencies into adopt a new citizen centric approach of 
their governance to improve citizen interaction and engagement with the government. 
 
Connected government is a governmental approach to advance the public good by engaging 
the creative efforts of all segments of society (Atkinson, 2004). It is about enhancing and 
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improving cooperation, communication and collaboration between government agencies, 
creating an effective and active engagement with citizen, and furthermore, it will lead to a 
greater involvement with stakeholders. Within the connected government approach, 
intergovernmental processes can be integrated vertically between various government agencies 
and/or horizontally between agencies at the same level and/or with the inclusion of private 
sector and other stakeholders (United Nations e-Government Survey, 2008). Leading 
governments around the world are now engaged in a fundamental shift towards a much more 
focus on transforming the whole relationship between the public, private sector and citizen. 
Some call this shift Government 2.0, or Transformational Government, or even Citizen Service 
Transformation, in this chapter it was perceived as shifting to connected governance. Whatever 
label, the shift will enable government organizations to respond effectively to increasing 
demands and higher citizen expectations, while reducing the cost of government service 
delivery. 
 
Countries aiming to transform their government into more efficient and effective government 
require a more sophisticated e-government model (Wang and Hou, 2010). A model that doesn’t 
only provide services to citizen but also improve internal efficiency, accountability , 
transparency and participatory, through linking citizens, businesses, organizations and other 
stakeholders in a seamless network of assets, capabilities, resources and infrastructure and that 
is the essence of connected government (Saha, 2011). 
 
According to UN Global E-government Survey of 2008 report, “the concept of connected 
government is derived from the W-O-G Whole-of-Government approach which utilizes 
technology as a strategic tool and enabler for public service innovation and productivity 
growth, the two key outcomes being innovation and productivity.” UN Global eGovernment 
Survey of 2010 takes the concept of connected government even further and deeper, explicitly 
adding citizen-centricity as a keyword. 
 
The Australian Government report: ‘Connecting Government: Whole-of-government 
responses to Australia’s priority challenges’ has defined ‘whole-of-government’ in the 
Australian Public Service (APS) as: “The whole-of-government concept refers to public service 
agencies working across portfolio boundaries to achieve a shared goal and an integrated 
government response to particular issues.  The distinguishing characteristic of the whole-of-
government approach is that government agencies and organizations share objectives across 
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organizational boundaries, as opposed to working solely within an organization. It 
encompasses the design and delivery of a wide variety of policies, programmes and services 
that cross organizational boundaries. The whole-of-government concept is a holistic approach 
to ICT-enabled public sector governance” (APS, 2004). 
 
Others would define connected government from multichannel service delivery perspective, 
The ICT for Government and Public Services Unit stated that:” connected government or 
networked government  is a collaborative model of service delivery achieved by moving to 
multichannel service delivery and a better use of back-end processes and systems”, which can 
be understood as an approach for government agencies to move from being system-oriented to 
chain-oriented with respect to their structure, functioning, skills and capabilities, and culture 
and management ( Blakemore and Wilson, 2009). 
 
In order to avoid confusion, this chapter defines connected government from internal 
perspective from within the government and external perspective as viewed by citizen; both 
perceptions share the same core definition as public service agencies should be working across 
portfolio boundaries. However, citizens require more convenient services and they view this 
connectedness aspect from service provision side, as a single service involves multiple 
procedural steps, and these steps are often performed by multiple government service 
providers. Currently, many of the activities required for integrating the various steps into a 
service are performed by citizens themselves (Van Veenstra, 2009). 
 
From government perspective, connectedness implies that many complex public policy issues 
are cross cutting in nature and do not fit neatly into departmental boundaries or portfolios. 
Thus, improving collaboration and integration to address cross cutting issues has been a priority 
for governments around the world over the last decade and has generated a range of reforms. 
There is no universally accepted definition of connected government and a range of terms, such 
as horizontal, holistic or integrated government and whole of government have been used to 
refer to similar efforts.  
Connected government is generally focused on improving outcomes. Initiatives tend to target 
a particular client group or geographic area (DiMaio, 2004). The scope and application of 
connected government is wide and can mean initiatives across different government boundaries 
and for different government responsibilities. Broadly, connected government can be across: 
• Portfolios or departments within a tier of government 
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• Different tiers of government (federal, state and local) 
• Government and other sectors (private, not for sector, voluntary) or the community.  
It can also encompass a range of government activities: 
• Whole of government strategic objectives 
• Policy development 
• Program management 
• Regulation 
• Shared service delivery and ‘one stop shops’ for access to multiple services. 
Connected government approaches are designed to complement rather than replace vertical 
structures (Christensen & Lægreid, 2006). Connectedness can be costly, time consuming and 
a long term endeavour may be required to obtain positive outcomes, not all government 
problems require this investment (Farland, 2004) While issues such as security, regional 
development, road safety events can benefit from or require a connected government approach, 
more routine or straightforward issues or areas of service delivery can be handled effectively 
by one department. In each case, the costs and risks of connecting or not connecting need to be 
considered (Wanna, 2005). 
 
Public sector service delivery is required to shift from the model of government service 
provision via traditional unites to an integrated approach focusing on enhancing the level and 
value of services provided to citizens (Vincent, 1999). This approach consolidates the way the 
back-ends systems and processes work to bring the front-end service delivery, and yet demands 
a reengineering of the government internal structure and process of the administration towards 
a connected form of governance (Dais et al, 2008). 
3.3 THE NEED FOR CONNECTED GOVERNMENT   
 
Connected government approach provides governments with the opportunity to improve their 
business processes (Saha, 2010). It will reform weakly designed and redundant processes and 
reduce duplication by standardising similar processes across agencies and, where possible, 
combine those processes. Agencies will operate in a collaborative, connected manner, rather 
than in isolation from each other. The considerable benefits from a more connected approach 
include more agile service delivery and the ability to quickly redeploy services to different 
sites, including temporary locations. According to Saha 2010, the benefits of connected 
government can be summarised as the following: 
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Benefits of Connected Government 
Internal 
(To Provider Agencies and 
Governments) 
External 
(To Consumer Citizens and Businesses) 
1. Avoidance of duplication 1. Faster service delivery 
2. Reduction in transaction costs 2. Greater efficacy 
3. Simplified bureaucratic procedures 3. Increased flexibility of service use 
4. Greater efficiencies 4. Innovation in service delivery 
5. Richer communication & 
coordination 
5. Greater participation and inclusion 
6. Enhanced transparency 6. Greater citizen empowerment 
7. Greater information sharing 7. Greater openness and transparency 
8. Secure information management  
Table 3.1: Benefits of Connected Government 
 
As the demand on public services has dramatically increased, more government services are 
being brought online each year, a higher and more connected service delivery level is being 
reached in many countries around the world. Affiliated with this ongoing development is an 
increasing global recognition that the new technologies need to be diverted towards 
improvements in service delivery through the integration of government processes. 
 
Connected government approach has been progressively recognized as a means to facilitate the 
sharing of information and resources across government agencies with a view to reducing costs 
and improving citizen services. Several countries with advanced eGovernment maturity have 
good practices and guides for adopting connected government approach which could be 
followed by other countries. (Saha, 2008) For instance, Australia as a leader in eGovernment 
has explored using the connected government approach as a tool for public sector 
transformation into a citizen-centric joined-up government as in their vision 2010. Korea has 
taken the connected governance approach beyond this limit, it has transformed the connected 
government context from its successful implementation of eGovernment and e-participation, 
to “going green”, which pushes for an across-the-board online capability of all civil affairs 
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related businesses for reform of administration system suitable for global system while 
contributing to expanding foundation for low carbon and green growth (Lee et al, 2008). 
Many countries in transition stats and moving towards connected government model, such as 
Brazil, Bahrain, Estonia, the Ghana and Jordan, they are all establishing a seamlessly linking 
eGovernment agenda integrated with broader administrative reforms and the public sector 
transformation agenda. furthermore, developing countries are well positioned to benefit from 
adopting new connected government approach because they do not have the added expense of 
maintaining and transitioning from legacy IT systems to newer technologies and can thus shift 
to advanced eGovernment (Shareef et al,2011). 
3.3.1 INTEROPERABILITY   
Interoperability can not only be defined as just a technical matter of connecting computer 
networks, it also embraces the sharing of information between networks and the re-design of 
business processes to deliver improved outcomes and efficiencies and to support the seamless 
delivery of government services. (Kubicek et al, 2011) Interoperability considers fundamental 
to the success of connected government, as it aims for collaborative, effective and efficient 
government and the delivery of seamless government services. However, delivering on the 
vision of connected government relies on the willingness and ability of agencies to collaborate. 
Active commitment (rather than passive compliance) of the people supporting this 
collaboration is critical. (Otjacques et al,2007) 
 
The interoperability for eGovernment must ensure that information and services seamlessly 
flow between individuals, structured organizations (governmental and not governmental), 
computational and technological components. According to Scholl, three forms of 
interoperability can be identified: (Scholl, 2005) 
1. Technical Interoperability: refers to the flow of information and services through the 
technical components used to implement the eGovernment systems. The focus of the technical 
interoperability is to ensure the communication of data and services across components of 
distributed software connected by computer networks. (Luis,2004) 
2. Semantics Interoperability: refers to the consistent interpretation of information and services 
that flow across the components of eGovernment systems, in which citizens and organizations 
are included as relevant components. The focus of semantic interoperability is to ensure the 
coherent attribution of meaning for the communicated elements.  
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3. Organizational Interoperability: refers to the consistency and continuity of flow of operations 
across the connected components of eGovernment systems. The focus of the organizational 
interoperability is to ensure the organizational and systemic integration of the various 
components of e-Gov systems.  
 
Interpretability is central and core capability for connected government, and is the platform in 
which government can provide integrated services that match the needs of citizen, as in 
realizing the concept of one stop shop government, where citizen are able to access all public 
services remotely over the internet from their home or elsewhere.  (Kubicek et al, 2011) 
3.3.2 CITIZEN CENTRICITY  
One of the influential factors in connected government is the need for ‘citizen centricity’. A 
citizen-centric model of connected government is about making the trends and expectations of 
citizens the pre-eminent design principle in all government programmes, solutions and 
initiatives. The demand for putting the citizen at the centre is not only fulfilled when all 
government services are connected or even online. In order to reach the citizen-centric 
approach, government should focus on three strands. First of all, is the need to develop the 
capacity to act as a single enterprise so that citizens feel they are being served by one 
organisation rather than a number of different public authorities; secondly, government must 
organise themselves around citizens’ demands and expectations; and finally, it needs to develop 
structures for being more agile and flexible than it is at present. 
Citizen-centricity is all about turning the focus of government around- looking at the service 
delivery though the eyes of the citizens (so that the needs of the citizens come first) rather than 
operational or other imperatives of the government system.  
 
3.4 TRANSFORMATION FROM EGOVERNMENT TO CONNECTED 
GOVERNMENT 
 
The transformation process from traditional government to connected government is a long 
term effort, which not only impacted by the technology trends, but also by society 
transformation, as citizens’ demands and roles have dramatically changed. In their journey 
towards connected government, all governments must go through the four primary stages of 
eGovernment maturity; each indicates a progressively higher level in the government 
transformation scale. According to Gartner, the stages of eGovernment maturity are; web-
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presence, interaction, transaction and transformation, as in Exhibit 3.1. (Baum and Di Maio, 
2000) Connected government is the eGovernment state that countries strive to reach. However, 
scale, scope and implications of connected government may vary from one country to another. 
 
Figure 3.1: Gartner’s Four-stage Maturity Model 
According to the current eGovernment practices and recent literature, connected government 
incorporates certain characteristics and capabilities, which are clearly stated to be the key 
contributor to eGovernment development according to the UN eGovernment Survey 2010.  
These characteristics are structured as dimensions in which connected government can be 
viewed through, these dimensions help define the connected government as a multidimensional 
construct that constitutes organisational, technical and legal infrastructure as depicted in the 
Exhibit 3.2.  
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Figure 3.2: The dimensions of connected government. 
The transformation process from traditional eGovernment to connected government essentially 
requires incremental change at all levels. Government agencies, businesses, citizens and other 
stakeholders need to collaborate and cooperate with the eGovernment in order to reach the 
stage of connectivity, this collaboration should incorporates the ability to drive and manage 
change and innovation and channels them towards enhancing and improving public service.  
Governments must be able to understand the new trend in both society and technology, 
including the impact of new technologies on enhancing the relationship between government 
and citizens, and how to harness these technologies to increase citizens’ engagement. 
(Microsoft Corporation, 2009) 
 
All government departments, and not only those exclusively dealing with the technical aspect 
of e-government programs, should build flexibility into their operations to introduce change 
and innovation in response to new demands, opportunities and technologies. (Cisco, 2009) 
Moreover, government entities should develop human resources plans geared towards the 
implementation of e-government, identifying the proper roles of policy, management and 
technical personnel. (Bertucci et al, 2009)  
 
Governments are required to focus on the public value that is not defined by government but 
by its citizens, this specifically includes making data and information available through open 
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government policies, and introduces new approach towards transparency and accountability. 
(Cisco, 2004) Citizen must be empowered to participate in the decision making process and 
services delivery, as supply driven service delivery should give way to demand driven delivery 
which has the citizen as a primary focus. 
 
Governments need to adopt a new service delivery model of providing public sector facilities 
to citizens, so that the needs of the citizen come first, rather than operational or other 
imperatives inside the government body. This approach from government improves citizen 
satisfaction with government services, increase take-up of online services, helps realize 
essential efficiency gains from online service delivery to fuel future investments and Improve 
delivery of public policy outcomes.  
3.5 OPPORTUNITIES OF CONNECTED GOVERNMENT  
 
Connected government is a governmental approach to advance the public good by engaging 
the creative efforts of all segments of society through collaboration between government and 
citizens and other stakeholders. Collaboration has emerged as a key issue and a required 
competency in business, it could also help government better engage their citizens and other 
partners in achieving large scale goals and massive improvement in quality of life for all 
involved. 
 
As governments aspire to the single view of customers at all levels, so do citizen and business 
demand a single view of government. Efficient service delivery at the local level increasingly 
requires deeper connections with government agencies and functions at local and national 
levels, cross-jurisdictional service delivery, whether this involves community workers, a local 
business, or first responders in an emergency situation, requires agencies to be able to connect 
to deliver efficient, seamless, citizen focused services. 
 
EGovernment is a multidimensional and complex concept. However, despite the challenges 
and barriers, the opportunities of expanding the role of eGovernment into a broader, more 
encompassing connected government are considerable. Connected government model doesn’t 
only transform public services and bring citizens closer to their public institutions, but there is 
the potential, if linked with wider programs of national transformation, for Connected 
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Government to deliver economic benefits. In addition to being less of an economic burden, a 
Connected Government can unleash a great wave of innovation within society. (Saha, 2007) 
 
For instance, the water pollution problems. Over the last few years, prevention efforts focused 
on the big "point source" polluters, such as manufacturing facilities that dump toxins into rivers 
and other water sources. Government regulators can deal with such polluters relatively 
efficiently. Today, however, pollution is often the result of the action of thousands of small 
polluters, including households that improperly dispose of motor fuel, mercury thermometers 
and other household chemicals. Inspections and water quality monitoring can do little to detect 
these sources. Moreover, pollution likely occurs within the context of a watershed area that 
crosses several political boundaries.  
 
Instead of a single government entity trying to solve a problem, connected government allows 
a whole group of players to coordinate their efforts to gang tackle tough public policy 
challenges. Technology also massively expands the potential for group action. Moreover, 
connected government offers the ability to work across boundaries with resources outside a 
normal regulatory structure in an effort to engage the community as in issues like pollution.  
 
For example, the Detroit River Refuge USA, the region was polluted as so called an industrial 
sewer, until the US government formed a partnership in 2001 with industrial firms and non-
profit organisations in the United States and Canada, and transformed the region into a haven 
for wild life observation, recreation and education. Between 2001 and 2006, the refuge 
preserved 4,985 acres, completed more than twenty-five engineering projects to replace 
concrete infrastructure with "soft shore" habitats and leveraged more than $11 million in 
conservation projects. (Eggers, 2011)   
3.5.1 REFUGEE CAMP SERVICE INTEGRATION  
 
As citizen centric and interoperable entity, connected government is expected to entail certain 
opportunities and benefits.  Connectedness and integration of public services at technological 
level is primarily a means of sharing information and resources between involved stockholders, 
at the government level this could be achieved either horizontally within the agency or 
vertically across different agencies. This integration initiative could lead into realistically 
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achieved improvements in terms of reducing fraud, waste, and duplication and yet reinforce 
the governmental constituent commitment to transparency and accountability.  
 
In the context of humanitarian crisis, refugee camps can be a versatile and dynamic 
environment and yet advantageous for several reasons. As a settlement, the camp offers 
protection from the fear and violence that the refugees left behind while also being easier for 
the aide organisations to coordinate basic services, needs and health assessments, as well as 
repatriation plans. Refugee camps also are more visible to the global community and facilitate 
better advocacy for the refugee camp residents (Shelter, 2009). Service, information and 
resources Integration in refugee camps is one of the most basic activities of coordination. At 
its most rudimentary level, it allows NGOs to know about one another’s activities. At higher 
levels, it may enable strategic planning and enhance multi-agency efficiency and program 
delivery, specifically on how involved NGOs share information in refugee camp settings, and 
how that information is transmitted throughout NGO agency networks, United Nations (UN) 
bodies, and host governments, shape and determine the quality of emergency response 
provided to the refugee camp residents. In the other hand, during the different phases of the 
Zaatari refugee camp establishment, there has been an inconsistent information, facts, figures 
about nearly all transactions, aids, refugee numbers, and other services provided within the 
camp, this is mainly resulted from the dispersed nature of how stakeholders involved in the 
camp manages the camp, in Zaatari example, this is clearly demonstrated in the changing 
relationship between government and NGOs in managing the camp. Service Integration will 
offer greater access to information in a convenient and timely manner, this is expected to impact 
on fraud, waste, duplication, monitoring, transparency and accountability in the camp 
management, and ensure not only fair distribution of physical and financial aids, but contributes 
to providing a safe and healthy semi-permanent settlement.   
 
At administrative level, an enhanced scheme of service integration across different major 
players in the camps should lead to more efficient and effectives communications between 
government and NGOs, this also should help in clarifying and strengthening the relationship 
between government and voluntary sector, leading to a comprehensive multiagency assessment 
and greater public awareness of social needs, mobilisation of greater combined resources 
(government and NGO) to help sustain international and human aids for longer periods. 
Collaborative Integration should also help in planning better targeted programmes and services 
(Laszlo Szabo, 2007). 
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3.6 CHALLENGES OF CONNECTED GOVERNMENT  
 
There are several challenges to the development and successful implementation of connected 
government like the cost of technology investment, the lack of available skills, and the pressure 
of immediate demand for improved services. However, despite the fact that governments share 
common challenges in terms of eGovernment implementation, they start from different stages 
in terms of e-government development suited to their own needs and within the parameters of 
their own stated developmental objectives.  
 
This chapter presents three interwoven types of challenges associated with connected 
government approach, which are intractable problems, Cross-boundary problems and 
Integrated Public Service problems. According to Richards (2001), each of which might require 
a different emphasis on the degree of centralisation, key performance indicators and knowledge 
base. Intractable problems are those which cut across departmental boundaries (Clarke and 
Stewart, 1997), those problems are deep seated in the economic and cultural aspects of society 
and do not respond adequately to a single initiative. Addressing this type of problem requires 
a decentralized approach, as Richards (2001, p.69) argues `empowering local people to be 
responsible and accountable for their actions` and driven by outcome based indicators to reflect 
the situational nature of the issues. The varying issues and potential solutions require 
innovation which is contextually driven.  Cross-boundary problems are those where solutions 
are known but require working across organisational boundaries (Lapsley, 2008). The 
challenge for governments is how to structure a governance model that invites wide and robust 
participation across organisational boundaries while realizing the public mission in a timely 
fashion. That process will stretch the thinking of all political parties. Changes in traditional 
political and governance relationships will be needed for connected government to deliver on 
its potential. Of particular importance is transitioning away from siloed legislative funding that 
establishes disincentives for cross-boundary collaboration (Eggers, 2011).  
  
Integrating public service is a significant challenge faced by government initiatives, as the 
public sector needs to find radical new ways to deliver local services more tailored to local 
needs while saving significant costs.  A seamless service approach is proposed by Richards 
where services need to be established to meet user needs, but the expectations of public service 
access and delivery on the other hand needs to be improved. ICT driven approach to joining-
up through call-centre technology and internet access, based around ‘life episodes’ rather than 
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departmental organisation, as being important in moving towards meeting legitimate 
expectations of citizens for information on and access to public services.  
  
For most developing countries which are still in their immaturity in terms of ICT services roll-
out, it is important for policymakers to think of a multiple channel service delivery approach 
to government services through both electronic and non-electronic media. Online services must 
not be thought of as a substitute in countries where large numbers of citizens may be without 
internet access. As stated in the United Nations e-Government Readiness Surveys 2010 that 
any ICT-led strategy needs to take into account the level of development, access to 
infrastructure and the skill level in the country. In that sense, connected governance initiatives 
need to be placed within the context of the e-development goals of national governments. 
 
At the national level, the key factor that slows down the adoption of connected government is 
the lack of political support from the highest levels of government and the absence of political 
commitment to back office reforms (Saha, 2010). Connected governance is more a reform 
process of the government sector rather than the streamlining of the government ICT structure 
(Shareef et al, 2011). The complexity of government functions, which require coordination and 
collaboration across multiple agencies, need to have political support from the highest levels 
of government and must be dealt within a reasonable time scale. It is imperative to comprehend 
that the connected government approach heavily depends on the maturity of eGovernment.  
 
It is difficult to implement connectivity model in developing countries that are at the early stage 
of eGovernment development and lack a well-shaped ICT strategy for development. (Metcalfe, 
2010) Moreover, the jurisdictional boundaries between national and sub-national 
administrations that inhibit cooperation on public sector ICT development may be rooted in 
social values manifesting themselves in a constitutionally-protected separation of powers 
among different actors and stakeholders. (Aichholzer et al, 2010) 
 
Moreover, pressure on budgets across many functions of government has been immense over 
recent years and particularly within local government. The resulting drive to improve and 
extend customer service and choice requires a new way of thinking and the concept of “doing 
more with less” is not alien or new to local government, but is a way of life.  
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3.7 CRITICAL ASSESSMENT OF POSSIBILITY AND CONTRADICTIONS OF 
JOINED UP APPROACH IN JORDAN  
 
Since its early inception, the ultimate objective of the eGovernment program in Jordan has been 
to achieve greater efficiency in government performance by raising the level of service delivery 
to both businesses and citizen conveniently, quickly and efficiently (Heba et al, 2009). 
However, despite the developments manifested in the serious steps taken by the government, 
mainly presented by moving forward in cultivating information and communications 
technology such as the National ICT Strategy and REACH Program, Jordanian eGovernment 
program still lags behind and far from cross implementation and actual realisation of the initial 
intended eGovernment program objectives, this is due to several challenges and factors hinder 
the progress of the eGovernment initiative, other factors emerged from the intensive financial 
cuts introduced by the government as a natural reproduction of what have resulted from the 
increasingly pressurised economy in Jordan . In his famous eGovernment study,  Heeks noted 
that nearly 35% of e-Government projects has totally failed in developing countries(e-
Government projects were either not implemented or implemented but immediately 
abandoned), 50% has partially failed (major goals were not attained and/or there were 
undesirable outcomes), and only 15% of cases of implementing e-Government in developing 
countries were successful (Heeks, 2003) . It seems that the major problematic that contributes 
to the e-Government project failure in developing countries, is the gap between the design and 
reality in terms of information, technology, processes, objectives and values, staffing and skills, 
management systems, and other resources such as time and money. Some recent studies have 
associated e-Government success to the business and IT alignment across different 
organization types. E-Government success and failure, therefore, is likely depending on the 
size of the gap that exists between current realities and design of the e-Government project.  
 
Digital divide and digital gab has been predominant in the Jordanian eGovernment literature 
which should similarly be considered for the public service integration, so if integration is to 
be achieved in the service provision, government needs to facilitate this provision to their 
citizen, and therefore, digital divide and inclusion must be addressed in areas such as gender 
digital divide (Subramanian, 2007; Tobola, 2010; AL-Rababah & Abu-Shanab, 2010), race and 
age digital divide (Redsell & Nycyk, 2010; Geana & Greiner, 2011), this type of digital divide 
has the potential to cover refugees if the future integration configurations will allow access to 
non-Jordanian citizen, consequently and as central to this research, if public service is to be 
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further integrated within refugee camps, issues such as digital divide at different level of service 
utilization and consumption has to be greatly considered.  This digital divide, which in some 
literatures, refers to a social and responsible connectivity and inclusivity which goes beyond 
the reach and access of physical and digital services (Abu-Shanab, 2013),  poses a joint barrier 
middles up between technological and human factors (Obeidat & Abu-Shanab, 2010), and 
since all stockholders involved in public service integration will  be affected by the degree to 
which it is initiated, governments with integration agendas need to consider digital divide as 
an alerting issue. Human issues are not initially incorporated into the design of the electronic 
government projects which usually results in undesirable affects after implementation 
(Stanforth, 2006).  Human aspects, represented by the current understanding of public service 
integration, is one of the findings of the qualitative analysis of the perception of public service 
integration amongst public employees, this is expected to have a very negative impact on the 
actualisation of integration intended objectives, and therefore, the first step towards realising 
and actualising the integration process is by designing contextual implementation strategies, 
where the current eGovernment implementation and existing stakeholders are highly 
considered, especially when it comes to the discovery and definitions, as public service 
employees in different  positions and levels of integration, specifically those who are expected 
to make decisions about the design, implement, and deliver those implementation strategies. 
Thus, this research is questioning the possibility of integration implementation with the current 
misconstrued knowledge and expectation of what electronic government is.  
 
The digital divide, at different phases in this research, has resulted in some internal barriers to 
vertical and horizontal integration, and that was clearly illustrated by the lack of understanding 
of what public service integration is amongst public servants, which in its turn had opened a 
door to investigate the wider knowledge of eGovernment as a strategy for integration, as 
indicated in the finding of the chapter 3, employees seemed to have a divergent views of what 
eGovernment is, let alone understanding service integration, this is significant to identify and 
resolve, as ensuring a culture of  common vision and understanding of what eGovernment is, 
and specifically, what is meant by public service integration, should provide a much more 
sustainable and concrete organisational knowledge and leadership at different government 
levels, which if properly conceptualised across government agencies will assist to actualise the 
vision and objectives of eGovernment program, it will also help in translate that vision in a 
realistic actionable roadmap and operational actions. Consequently, it could be debatable 
whether the current implementation of electronic government should be condemned to a total 
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or partial failure, as indicated in the findings of chapter 3, if the eGovernment inception has 
not clearly and broadly defined its agendas, strategies, applications and vision internally 
(amongst public employees) and externally (across citizen and other stakeholders, service 
consumers), and that is clearly a key to the main problematic envisaged in the practicality of 
public service integration. A vivid understanding of the opportunities, benefits, strategies and 
challenges of the eGovernment program within it is predefined context, as in the case of Jordan 
will play a major role in defining new roles and responsibilities and commitment to the initial 
eGovernment program, and will help clear off the confusion of the lack of support and fund 
from the highest level of government officials, decisions on integration certainly require much 
wider understanding of eGovernment strategically objectives.  
 
The challenge of connecting government work and services is facing countries as diverse as 
Australia, Canada, New Zealand, Norway (Christensen and Laegreid, 2006; Wilkins, 2002), 
South Africa (Harrison, 2006), the UK (Bogdanor, 2005; Pollit, 2003) and the US (Peters, 
1998) and is noticeable at the European level (Schout and Jordan, 2005).  The pursuit of 
governmental coordination maybe ancient (Durose and Rummery, 2006: 315), but 
contemporary efforts are driven by the dispersal of governmental capacity caused by the New 
Public Management (NPM) inspired disaggregation of policy making from service delivery 
(Christensen and Laegreid, 2006; Ling, 2002).  To amend the fragmentary effects of 1980s 
NPM reforms, governments around the world quickly began looking for ways to join their 
systems together again.  Christensen and Laegreid (2006: 8) argue that the challenge of Joined 
up government became most pressing in countries, like the UK, New Zealand and Australia, 
due to adopting New Public Management reforms more enthusiastically than others did.   
 
As stressed in their paper, Alberto Savoldelli a, Cristiano Codagnone b, Gianluca Misuraca c, 
have suggested that “the deployment of e-government was for a long time concentrated on 
more technological and operational matters and that only more recently attention switched to 
broadly defined institutional and political issues”,  and after nearly two decades of 
eGovernment implementation, institutional and political barriers are one of the main factors 
explaining lack of e-government adoption, Such barriers prevent the emergence of a structured 
and trustworthy decision making process, which in turn limits the capacity of service and policy 
design to be incorporated and mine the potentially available evidence using new instrument for 
service and policy design and modelling (Besharov et al., 2013; Charalabidis, Lampathaki, & 
Askounis, 2012; Lampathaki et al., 2010; Misuraca, 2012; Mureddu, Osimo, Misuraca, & 
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Armenia,2012). The lack of understanding of eGovernment has undermined the 
interoperability and potentiality of improving government performance, and had impacted in 
understating the roles and responsibilities which are mandated by the successful 
implementation of eGovernment program, such deficiency of knowledge has led to a prevailed 
perception by stockholders that eGovernment is merely an IT department in each ministry for 
public employees’, and a website shows the current minister and the organisational structure 
of the ministry for citizen as indicated in the research findings.     
 
According to Yousef (2008) Jordan is facing the challenge of implementing e-government 
initiatives successfully, this is due to number of factors: Bureaucracy, lack of accountability & 
transparency, and lack of citizen participation in democratic institutions & processes. However, 
findings indicate Jordan is still far behind some from utilizing ICTs in delivering government 
services and information online on one hand. But this not necessarily means that the Jordanian 
e-government program is condemned to failure. On the other bright side, the review indicates 
Jordan never seems to lack the fundamental resources. Other studies (Eman, N. Mohammad H. 
(2009) and Heba, M. Tamara, M.Amer, A. (2009)showed that lack of national policies 
regarding technology and science, the explicit absence of legal framework and lack of support 
and funding are they primary barriers to integration in Jordan. 
 
As Jordanian government is pushing towards more ICT application in their infrastructure and 
in cross departmental implementation, their aim has always been to achieve more productivity, 
accountability and transparency, however, the lack of qualified knowledgeable staff and 
inadequate human capital training and development in the public sector has been a problematic 
in developing countries (Mohammad, et al, 2009). EGovernment literature in the context of 
Jordan highlighted that Jordan has many obstacles facing its implementation of e-Government 
program summarized as follows: lack of national policies regarding science and technology, 
lack of organizational and legislation laws, lack of sufficient ICT applications, the existence of 
technological illiteracy, lack of proper funding, and lack of experienced workforce (Alnagi et 
al, 2009). This view has also been shared with Abu-Shanab (2014) who introduced challenges 
and obstacles of e-Government in developing countries. According to the study findings, lack 
of technical support from government Website support is the most important barrier, followed 
by the lack of knowledge about the e-Government services (Abu-Shanab, 2014). 
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Some researchers characterised the challenges facing Jordanian government to internal and 
external challenges. The internal challenges involved ensuring better understanding to a 
common vision to e-Government and providing leadership to translate vision into actions 
where the leaders should learn how to support agencies in the e-Government implementation, 
so there is a need for cooperation to ensure interoperability, avoid duplicate services to ensure 
that the government officials have tools to do their missions, to monitor and evaluate success. 
The external challenges include the rapid changes in technology, and the other challenges like 
people who do not have PCs or do not have access to the Internet, and people who use the 
online services need a guarantee of privacy and security where the information provided will 
not be misused. Thus, the success of e-Government programs is highly dependent on legal 
framework for their operations (Mohammad, et al, 2009).  According to Alomari (2009), the 
eGovernment implementation and adoption in Jordan suffers mainly from social factors, 
Alomari et al had identified four different social factors: trust in terms of the security and 
privacy and trust in government, attitudes and beliefs, education, and accessibility.  
 
Muhannad Al-Shboul, Osama Rababah , Moh’d Al-Shboul , Rawan Ghnemat , Samar Al-
Saqqa concluded in their study that the implementation of eGovernment in Jordan is still in its 
formative stages, which greatly complements some findings of this main research, undoubtedly 
in the first section, the practicality of public service integration, where responses from initial 
research showed that there is a lack in understanding what electronic government is amongst 
variant  public servant employees. This argument has been informed by the need for Jordanian 
government to disseminate more information and adopt new knowledge management platform 
to enable current stakeholders to understand the strategies, philosophies and technologies of 
current electronic government implementation.  
 
At the regional level, some studies looked at integration in gulf countries where fund is surely 
not a barrier, Weerakkody, El-Haddadeh and Al-Shafi examined several factors that influence 
e-Government implementation in developing country such as Qatar, the study briefly 
concluded that despite the financial capabilities in the Qatari government, the eGovernment 
project still suffers major issues at political, social, technological, and organizational level. 
Muhannad Al-Shboul, Osama Rababah , Moh’d Al-Shboul , Rawan Ghnemat , Samar Al-
Saqqa  suggested that these themes can be synthesized and captured in a conceptual model as 
key factors that need to be considered when studying e-Government and its implementation 
barriers (Al-Shboul et al, 2014) (Weerakkody, et al, 2011). Other gulf countries literature 
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included the adoption and implementation of e-Government in Saudi Arabia, Oman and 
Bahrain. Basamh et al examined how infrastructure costs, computer literacy, privacy issues, 
accessibility, availability, and trust issues should be considered as major challenges and 
obstacles that hamper the implementation and adoption of e-Government in the Saudi Arabia. 
The study concluded that a bespoke egovernment solutions may not be way towards successful 
implementation, and service uptake can be improved through educating and empowering 
eGovernment project stakeholders such as citizen and employees (Basamh et al, 2014).  
Similarly, a substantial number of researches conducted in the context of Saudi Arabia 
indicated that the major challenges hindering egovernment successful implementation and 
adoption is in citizen awareness and knowledge how to use eGovernment applications, in 
addition to technical and infrastructure problems (Alateyah et al, 2013). Other researchers 
studied factors and challenges to the implementation of e-Government in other countries. They 
explored the challenges critical to implementing e-Government include variations in support 
among leadership, the lack of high prioritization of e-Government at present, a poor ICT 
infrastructure, a low rate of literacy, and a high turnover rate among government information 
technology staff (Sang et al, 2009).  
 
In a recent research study, Mansour 2015 has investigated the feasibility of e-government and 
the capability of Gulf countries states to introduce and use e-government tools in their public 
sectors. As the GCC suffer in different degrees from the dependence of their economies and 
public administrations reliance on expatriate personnel and foreign labour force that dominates 
private and public sectors’ organizations (Elhussein, 2008). This factor, among others such as 
enhancing the competitiveness of their economies encouraged by globalization, accounts for 
the fact that ICT and e-government projects constitutes the back bone of the GCC states' 
administrative reform efforts to improve government operations and delivery of its services as 
well as reduce their dependence on foreign labour. Many other developing countries approach 
e-government with different objectives as illustrated by the experience of East and Southeast 
Asian states in the wake of their 1997 financial crisis (Ian Holliday, 2002). 
 
In the context of Gulf Cooperation Council, according to Mansour 2015, the operation of the 
formal departments of government is influenced by the existence of a parallel informal public 
sector (the traditional system) in which there is direct relationships between rulers and ruled in 
all levels of governments and exemplified by the institution of majlis or diwan (both words 
refer to informal regular meetings) (UAE Yearbook, 2006, p. 53). This informal structure of 
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relationships between rulers and ruled, which exists in slightly different versions in all Gulf 
Cooperation Council (GCC) states, constitutes networks of patron-client relations that coexist 
with the formal bureaucracy (Elhussein, 2007). This unique and natural government system 
often helps to lubricate the wheels of formal bureaucracy and to encourage direct face-to-face 
personal contacts between citizens and government departments. In this cultural context full 
computerization of government services may cause disintermediation, which means in 
economics the removal of intermediaries in the relationship between customers and buyers and 
reduce the costs of service delivery. In the context of government this may depersonalize the 
existing close face-to face informal relations between governments and their citizens. This is 
especially relevant to countries with small population such as UAE, Bahrain and Qatar 
(Mansour, 2015).  
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3.8 CONCLUSION 
 
Leading governments around the world are now engaged in a fundamental shift towards a much 
more focus on transforming the whole relationship between the public, private sector and 
citizen. Some call this shift Government 2.0, or Transformational Government, or even Citizen 
Service Transformation, in this chapter it was perceived as shifting to connected governance. 
Whatever label, the shift will enable government organizations to respond effectively to 
increasing demands and higher citizen expectations, while reducing the cost of government 
service delivery. The promise and the enthusiasm of connected government should not obscure 
a key principle that the ultimate goal of all e-government and connected governance efforts 
must remain better public service delivery. Improvements in the quality of governance and the 
responsiveness and effectiveness of government should still serve to empower citizens. In that 
sense, the traditional roles of government and citizen will be changed, as government will be 
working with citizens rather than working for citizens, and citizens will be given the chance to 
play a role in influencing the e-government solutions. It is imperative to adopt an incremental 
approach to launching and implementing connected government and implementation should 
start from areas where quick and meaningful success can be achieved. A consistent approach 
over time to institute connected government should be emphasized due to the complexity 
involved in effecting change in government processes. The future of e-government is not 
merely a technological change by introducing new technologies into government operations, 
but also about changing the relationship and roles between government and citizens and 
creating new public values. 
 
The power of connected government can be harnessed to channel citizen and business activity, 
input and feedback. It would allow moving from simply transforming current services to 
creating new services and facilitating citizen created service. It would also provide the 
opportunity for nongovernmental actors to partner in providing public services and public 
value. Governments also could take advantage of constant, pervasive citizen engagement and 
feedback through the use of questionnaires and other evaluation tools.  
 
This chapter presents the nature and the scope of connected government and collects together 
the current concepts of connected government. It emphasises the need for connected 
government and provides a new perspective on citizen-oriented government in which 
government works with citizen rather than working for them. This chapter makes contribution 
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to the academic debate by underlining the challenges and opportunities throughout the 
transformation process from government-oriented to connected government that can be 
perceived as a citizen-oriented government.  
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CHAPTER 4: PUBLIC SERVICE INTEGRATION 
 
4.1 INTRODUCTION 
 
In this chapter, the practicality of integrating online public services is investigated from 
government employee’s views in Jordan, in specific ministries for certain services. Licensing 
services have been considered in this chapter, and that because those services have been flagged 
as the most commonly used online services by the study participants, and currently offered 
through several dispersed portals and service providers.  
 
The chapter aimed at answering questions related to the practicality of integrating public 
services in Jordan. Five areas have emerged as major themes in the context of this chapter: The 
misconception of the definition of public service integration with electronic Government, 
Drivers and Barriers from intraorganisational view, the readiness and willingness towards 
integration, and potential services where integration may occur. The preliminary results 
emerged from this chapter show that there is a necessity to push further in the public service 
integration process, especially for specific services that require the involvement of several 
service providers. Integrating health and social services have been highlighted through the data 
analysis, especially for the recently established Syrian refugee camps in Jordan.  Overall data 
analysis has revealed that the level of support provided by the EGovernment program plays a 
vital role in eliminating possible barriers stand out against public service integration, and 
promotes a better understanding of eGovernment integration.  Result of this study points at 
service integration as the key element to more cost-effective service delivery – by stripping out 
unnecessary or unhelpful duplication, such as different bodies collecting identical data about 
same citizen. 
4.2 PUBLIC SERVICE INTEGRATION 
 
Public service integration strategy has emerged as a result of the connected government model 
(Al-Husban et al, 2012).  As an attempt to enhance and optimise public service provision, 
integrated public service provision has technically evolved over the past five years from the 
simple 'one-stop-shop' concept to much more formal organisational structures mandated at the 
highest levels (Hyde, 2008). Conventional e-government projects have genuinely contributed 
to transforming governments towards a leaner, more cost effective government and one way 
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time based citizen service provision as indicated in the first generation of eGovernment 
initiatives Gov 1.0. (Misuraca, 2009). However, this has become more complicated and 
challenging as economic conditions have increased demand for services. 
 
4.2.1 DEFINITION OF PUBLIC SERVICE INTEGRATION 
Enhanced collaboration and integration across government departments is a priority for 
governments around the world. Conventionally, governments have been planned and organised 
with vertical structures (Noreng, 1980), aligned to delivery of particular services to citizen like 
health and education services and to businesses such as investment facilities and legal 
regulations. This structural separation and seclusion provides efficiency, clear lines of 
accountability and concentration of specific range of related service (Hyde, 2008). However, 
vertical governmental structures are not well equipped to deal with many recent public delivery 
issues, especially those require cross portfolio like in social security and safe net programs such 
as unemployment insurance, food assistance and healthcare (Stegarescu, 2006).  Public Service 
integration, in its simplest form, refers to joining up services for the benefit of service users or 
providers. A more detailed definition can be drawn from the other literature: “integration is a 
coherent set of methods and models on the funding, administrative, organisational, service 
delivery levels designed to create connectivity” (Lipsky, 2010). Public service integration is 
also a collaborative model of service delivery achieved by moving to multichannel service 
delivery and a better use of back-end processes and systems, which can be perceived as an 
approach for government agencies to move from being system-oriented to chain-oriented with 
respect to their structure, functioning, skills and capabilities, and culture and management 
(Agranoff, 2012). 
 
Integration in this chapter is defined through coordination, collaboration, and cooperation 
perspectives. Each defines integration at different levels. Moreover, Public service Integration 
in the context of this chapter is broadly defined as the provision of an integrated cluster of 
public services, joint up and connected in ways that suit customer requirements, sourced from 
a range of partner organisations and service providers. The services being integrated may be 
separate service areas from within the government agency, or alternatively, the partners may 
include other government agencies, private business and voluntary sector.  
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This integrated and collaborative approach may be accomplished by merging structures, 
sharing budgets, combining in joint teams or sharing information between distinct departments, 
or developing a joint customer interface such as a website or portal (Kreindler et al, 2012).  
Service integration occurs horizontally and/or vertically:  
 
1) Horizontal Service Integration (intragovernmental integration and collaboration): 
integrating some or all of specific set of services within one level of government. (Dean and 
Boutilier, 2011) It can also refer to the integration of services in government agencies with 
different functionality that has some relation in common to the clients. This integration model 
focuses on the economies of scale derived from collaborative approaches to procurement; the 
efficiencies and knowledge management advantages associated with developing common IT 
infrastructure; and merged front counter services with the associated benefits of consolidating 
real estate. (Dean and Boutilier, 2011) 
 
2) Vertical Service Integration (intergovernmental integration):  a service integration in which 
two or more levels of government in the same function collaborate on integrates service 
delivery initiatives. These efforts have in some cases led to previously duplicated services 
being cross-delivered by a single level of government (Dean and Boutilier, 2011). The vertical 
integration can also address the integration between different levels of government but in the 
same functional areas, for instance, the integration of local level business license application 
being linked to state and government level to obtain an employer identification number (Layne 
and Lee, 2001). The multifaceted nature of the government organisational and technical 
structures has resulted in increase in the complexity of the service delivery. However, as 
connected service delivery requires government departments to cooperate and collaborate 
across organizational borders to provide connected services, so it can be looked at from various 
perspectives such as structural, administrative and technological. 
According to Andrea Di Maio (2004), there don’t seem to be a universal common path to 
joined-up or integrated government. Government departments and agencies should shift their 
focus on how to integrate internally before they could integrate externally. Maio illustrated four 
areas where integration could occur in regards to the United Kingdom context: 
 Within a government tier. For instance , between the social security and revenue 
organizations, or between the revenue and customs organizations 
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 Across different tiers. For instance, between processes and systems that are under the 
responsibility of different levels of government (federal, state, provincial or local) but 
within a homogeneous policy portfolio, such as integration between criminal-justice-
related agencies at various levels. 
 Across process hierarchies For instance, between processes at the operational, management 
and leadership levels to increase their ability and timeliness in responding to events, as well 
as the ability to sense changes before they occur to achieve agility. 
 Between the public and private sectors. For instance, engaging the latter as a service 
provider and an integrator, intermediary or value-adding provider in constituent service 
delivery. 
4.2.2 KEY DRIVERS FOR PUBLIC SERVICE INTEGRATION  
Integrating public services at national and local levels offers the potential for substantial cost 
saving and service improvements (Brown et al, 2011). EGovernment projects have succeeded 
when they have been planned and designed around the needs and requirements of business and 
citizen, and that can only be realized by the wide back office integration between government 
departments, in order to minimize duplication and avoid redundancy when interacting with 
various government departments. In an example of an individual is setting up a new Tourism 
Agency, and needs to provide various documents to satisfy and comply with legal and 
professional rules, including Criminal Records, Vocational License, Social Security Debts, etc. 
Such information is already available in several government entities and should be accessed 
automatically. In practice, this example implies service integration and alignment so that 
individual government departments share information and avoid the need for the client to 
provide information that is already held by different government entities (CSTransform, 2011). 
Governments in a number of modern democracies are undertaking ambitious reforms to 
transform their public services and are moving toward the concept of service delivery 
integration.  Two key drivers are pushing towards integrating the delivery of citizen oriented 
services across the disparate level of government. The first key driver is the citizen-centric 
approach towards public service delivery, as governments such as Australia, Canada and UK 
have recently experienced better eservices uptake level and more efficient internal services 
integration. (Reddick et al, 2012). The second driver is the current implementation of 
collaborative networks by eGovernment initiatives to collaborate with private sector, which in 
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its turn has dramatically improved effectiveness and efficiency across organisational and 
political boundaries.  
Public service integration aims at achieving rapid and flexible join up of systems across all 
government departments in order to accomplish the following: 
 
1. Reduce implementation and ownership costs. 
2. Improve public service provision.  
3. Improve government transparency, accountability and participation. 
4. Achieve better IT utilization and return on investment.  
4.2.3 BARRIERS OF PUBLIC SERVICE INTEGRATION  
The structural dependencies between government agencies in terms of service provision in 
developing countries form a network structure, in which a multitude of interdependent actors 
exist (Bruijn et al, 2000). Therefore, the integration of public services presents a major 
challenge for government organizations. It requires that organizations adapt their business 
processes to the service delivery chain, but often the organizational goals of these autonomous 
parties are not in line with the goals of the chain as a whole. However, the performance of the 
chain depends on the individual organizations as their performance impacts quality and lead-
time of services. The division of the business process into tasks distributed over many 
organizations, thus, creates a need for the coordination of these tasks and the information 
exchanged between the organizations involved. 
 
The suggested integration model will have to deal with the two different types of challenges:  
Business challenges including:  
 
1. Funding issues required to the existing human capital represented by current public 
servants, training and development and other incurring organisational costs.  
2. Organisational culture, resistance to change and structural dependencies of government 
silos.  
3. The explicit absence of common legal framework to define integration responsibilities 
and to support electronic service delivery. 
4. The lack of evidence base of identifying integration opportunities or assessing 
integration costs and benefits.  
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5. Financial problems in the current pooled budget of the conventionally integrated public 
services. 
 
 
 
 
Technical challenges including: 
The suggested integration model must address and overcome the following technical issues 
before successfully implemented:    
 
1. Lack of service centricity in back end implementation of eGovernment systems, which 
led to data duplication and service redundancy. 
2. Lack of technical integration between systems within and across government agencies, 
which led to reduce productivity in shared public services and potential revenue leaks 
and losses. 
3. The absence of common technical framework that provides a common workflow to 
integrate desperate business applications. 
4. Security and privacy of exchanged documents over government networks. 
5. Paper based forms remain the primary data collection methods for most government in 
developing countries. 
4.3 COUNTRY BACKGROUND  
 
Jordanian public service is a reflection of national political and administrative cultures, and of 
past economic and social priorities. It is composed of a Civil Service, staff working in 
departments and major agencies, commercial and non-commercial bodies that provide services 
on behalf of the State as agencies, public hospitals, schools, defence and security services, and 
local government. While it has created structures and systems to enable horizontal co-
ordination, the Public Service remains segmented overall, leading to sub-optimal coherence in 
policy development, implementation and service delivery. Moreover, Jordanian public services 
are delivered in different and complex ways that create confusion for citizens and officials 
alike. As public policy becomes more diverse and complex in Jordan due to the current political 
and economic conditions, Public Service providers need to have even more interaction with 
each other and with stakeholders at local, national and international levels, and across these 
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levels. The current public service system in Jordan is often fragmented, complex and opaque, 
hampering the joint working between involved government agencies. As it has been revealed 
from this study, Citizen and Government employees are still unable to truly see the fruit of an 
effective e-government program due to the fact that most projects are not yet linked together 
or activated. Jordanian government is pursuing many economic, political and societal goals, 
which can be clearly seen in major issues like infrastructure development, energy, refugees, 
poverty, education and health. If it is to maximise the Public Service’s contribution to achieving 
these objectives and meeting citizens’ expectations, then it needs to think increasingly about 
the Public Service as an integrated system. Consequently, it will have to amend or revise 
existing accountability structures and ways of working, to allow for integrated system-wide 
action where this is required. Moving towards a more integrated Public Service, will allow a 
greater sharing of expertise and knowledge, but, more importantly, will allow the Public 
Service to become more focused on its contribution to the achievement of broader citizen-
centred outcomes. 
 
Jordanian public service providers are now facing their most serious challenges since the 
earliest inception of eGovernment program. The demand for public services is dramatically 
increasing due to a number of reasons such as demographic changes, harsh economic 
conditions and Syrian refugee camps resulted from the political unrest in surrounding countries. 
The Jordanian national concerns over a wide-scale flow of Syrian refugees into Jordan have 
forced the government to declare north of the country as a disaster area (Omari, 2013). 
Consequently, an unprecedented rising demand for public services has taken place in an 
environment whereas public expenditures are sought to be further constrained. In the absence 
of a willingness to raise new revenue, public services will have to ‘achieve more with less’. 
Public services in Jordan are unstructured and not based on any national, regional or local 
public service models. This fragmented view of the public service concept and the absence of 
integration model of public service will impact the quality and the efficiency of public service 
provision, increases administrative burdens and makes public service provision more costly. 
Therefore, before integrating public services, Jordanian government should investigate the 
practicalities of this joining up shift, and measure the current state of integration.  Jordanian 
government is now challenged to deliver an expanding set of services to a growing number of 
constituents whose expectations are in increase. Recent political, economic, health and social 
conditions are increasingly changing on the landscape, and have been impacted by the 
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surrounding political unrest, resulting in Jordanian government having to overstretch its 
capabilities and cope.  
 
 
 
 
4.3.1 THEORETICAL BACKGROUND  
The recent reforms in Jordanian government’s structure and organization, which was 
accompanied by the technological transformation through the adoption of e-government 
systems, have led to the emergent of a new set of services that can be simply described as 
closely coordinated. While these services are inherently connected, they are highly dependent 
on each other, as demonstrated in Figure 4.1. Online licencing services have been flagged up 
as the most demanded services in developing countries (CSTransform, 2011). Therefore, 
Jordanian e-government program immediately responded to the call and encouraged 
governmental constituents and service providers to offer online licensing services. As a result, 
a form of services and processes integration in relation to service delivery has emerged, 
explicitly in services such as Vocational Licensing (VL) and No Criminal Record Certificate 
(NCRC) and other closely coordinated services which cannot be completed without fulfilling 
other dependent services.  
 
 
 
 
 
 
 
 
 
Figure 4.1: Online service dependency 
From legal and organizational perspectives, in some scenarios these services are prerequisite 
to each other and the service cannot be fulfilled without validating the preconditioned service. 
An example of these closely coordinated services is the licensing services in Jordan, as most 
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of the licensing services require either applying for a Vocational Licence (VL) and a Non-
Criminal Record Certificate (NCRC). 
 
VL Vocational license is a document that formally enables companies to operate within the 
Municipality of Greater Amman. This basic information characterizes the business itself and 
serves as a reference for physical inspections of the Municipality of Greater Amman 
representatives. Anytime the business information changes, it requires official update of the 
vocational license. A vocational license must be renewed annually (Jordanian e-Government 
Program, 2006). NCRC No Criminal Record Certificate is a certificate that is requested from 
Jordanians or non-Jordanians residing in Jordan (in this case the certificate indicates no-
criminal record in Jordan only) in order to apply for a vacancy in public sector or in some 
private companies. The certificates are also necessary for obtaining a license for opening a 
particular type of business such as Internet cafe. There are no regulations regarding the validity 
period of the certificate. Generally, certificates that are not older than 3 months are accepted 
(Jordanian e-Government Program, 2006). 
 
These services are provided by different agencies and can be access and utilized from several 
locations and different websites, and yet required for several professions licensing such as 
Child Care (Nursery) and Licensing Tourism and Travel Agencies (TAL) as depicted in the 
figure 3. The service that requires the completion of other service or services will be named in 
this chapter as dependent service. Jordanian government provides links to these disparate 
systems from its e-government portal. Citizens will eventually get forwarded to different 
portals to complete the requested services, which is in nature similar to the conventional 
approach of requesting the citizen to physically visit two or more governmental departments to 
complete a service. In the domain of dependant services such as TAL, the service is subject to 
validate by two preconditions, which are obtaining a Vocational License and presenting valid 
a Non-Criminal Record Certificate as illustrated in Figure 4.1. Consequently, citizen now is 
required to visit three different portals, with three different login details, to fill in three similar 
online forms in order to get a service completed. 
 
The first portal is provided by a service provider which is Ministry of Tourism and Antiquity 
(MoTA), the second service (NCRC) is offered by the Ministry of Justice and the third portal 
is provided by the Greater Amman Municipality. Figure 3 illustrates the current technical 
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overlap between the two services (VL and NCRC) and the dependant service such as TAL, NL, 
LCC and LCSER. 
 
A significant number of government services require the completion of two other major 
services (VL and NCRC) in order to be fulfilled and delivered to client. The vast majority of 
these government services are likely to share a common procedural and information flow, but 
in the end, they all need to be validated legally by verifying the eligibility of the applicant 
through NCRC, and professionally through the process of issuing Vocational License VL. This 
has contributed to the emergence of new aspects of eGovernment interoperability, namely as 
organisational interoperability, semantic interoperability and technical interoperability.  
  
Connecting these services has the effect of changing the relationship between the components 
that provide or manage them. In some cases, these components will need to be more closely 
coordinated, and this may be achieved by a combination of new technological mechanisms and 
organizational/ administrative measures, or even by reorganizing the structure of government. 
If the responsibility for delivering a service is split between several departments, this is likely 
to result in higher costs as well as bigger margin for error and delay. Therefore, this chapter 
investigates the practicality of joining up those dependant services.  
4.4 METHODOLOGICAL RESEARCH APPROACH  
 
In order to achieve the objectives of this study, which is primarily to investigate the practicality 
of integrating public services, a qualitative and interpretive based approached has been used to 
investigate public service employees. Consequently, this approach will position the meaning-
making practices of human actors, in this case public servants, at the centre of this study, and 
therefore, five interactive focus groups were conducted. A focus group is always created with 
a specific purpose; a knowledge gap that the focus group is supposed to fulfil. Focus groups 
are a feasible method to gather knowledge and enquiries from different individuals. Different 
participants possess pieces of knowledge about a certain matter and when these pieces are 
brought together, shared and discussed they should point at some potential findings. 
 
 A facilitator guided the groups through discussing the predefined issues by posing questions, 
open ended questions and questions oriented towards public service integration. The groups 
were selected based in their level of involvement in the service chain, where integration was 
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more realistically achieved, as mentioned in the theoretical background, tourism agency 
licensing was potentially a target for the initial integration, thus groups were formed from the 
ministries and agencies involved in this service chain. See appendix 4.1. 
 
 
 
Table 4.1 Ministries involved in the study  
  
One focus group with six participants from Ministry of Tourism and Antiquities (MTA), as 
this chapter is looking at the practicalities of joining up and integrating some of the online 
services offered by this Ministry. Another focus group with four participants from Ministry of 
Interior (MoI), and one focus group with five participants from EGovernment Program in the 
Ministry of Communication and Information Technology (MOCIT), and one focus group from 
the Ministry of Industry and Trade (MoIT), and the last focus group was from the Ministry of 
Justice (MoJ). This variety of collaborative ministries is captured in the overlap in Figure 1.2. 
The focus groups differed regarding roles and number of years of employment. 
 
 
Focus Group 
 
Respondent  
Years of 
Employme
nt 
 
Role 
Ministry of Tourism and Antiquities 
(MTA) 
MTA_1 
MTA _2 
MTA _3 
MTA _4 
MTA _5 
MTA _6 
12 
15 
6 
7 
10 
2 
Senior  
Director  
Senior  
Junior 
Senior 
Junior 
Ministry of Interior  (MOI) MoI_1 18 Director  
Group No. Group  
1. Ministry of Tourism and Antiquities  
2. Ministry of Interior  
3. Ministry of Information Technology (Electronic Government Program) 
4. Ministry of Trade and Finance  
5. Ministry of Justice  
96 
 
MoI_2 
MoI_3 
MoI_4 
12 
9 
10 
Director  
Senior  
Senior 
Ministry of Communications  and 
Information Technology   
(Electronic Government 
Program)  
EG_1 
EG_2 
EG_3 
EG_4 
EG_5 
8 
4 
5 
1 
2 
Director  
Senior  
Senior  
Junior  
Junior  
Ministry of Industry and Trade 
(MoIT)  
MoTF_1 
MoTF_2 
MoTF_3 
MoTF_4 
12 
14 
6 
9 
Senior  
Director  
Junior  
Junior  
Ministry of Justice (MoJ) MoJ_1 
MoJ_2 
MoJ_3 
MoJ_4 
15 
10 
2 
5 
Senior  
Director  
Junior  
Junior  
Table 4.2 Focus Groups 
 
4.4.1 GENERATE THE QUESTIONS 
Because a focus group can only last for little more than one or two hours, time will only allow 
for four to seven questions. The session started with an introductory and warm-up questions 
and then get to the more serious questions that get at the heart of the purpose. 
 
The introductory session started with 10 minutes introduction about how government works 
and issues of public service delivery, then the facilitator had to guide participants through the 
discussion narrowly into the context, and how the procedural and organisational crossover 
between the involved agencies providing TAL service implies a great potential of integration, 
as indicated in Fig2.  NCRC and VL can be either horizontally or vertically integrated with 
TAL, and also the possibility to integrate all three services along the service delivery chain is 
high, hence the public employee selection for the focus groups. The mapping and the 
coordination in the service delivery was explained to the selected groups, and accordingly, 
questions were formed based on the perceived benefits and barriers of integrating this particular 
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service in this context. The potential integration pointed out in TAL also entails joining up 
efforts in sharing information and procedures across the concerned government entities and 
agencies. The facilitator of the focus group explained the integration scenario (Context based 
integration) to the groups, and how licensing services are inherently coordinated, which, from 
technical perspective, is pointing at service dependency in the service delivery chain.  
 
 
Figure 4.2 – Public Service Integration Styles 
 
Questions were formed to measure the practicality from public sector employees. As 
demonstrated in the table No., facilitator started with a question about the general 
understanding of public service integration amongst public employees. This opening question, 
where participants get acquainted and warmed up, will help to understand some of the insights 
of how eGovernment program is perceived.  Asking about the definition of PSI will also help 
in identifying any possibly misconceptions of the required level of collaboration between 
government agencies to achieve a common goal or a service.  
 
The second question is an open type question and transition based question as well, as it aims 
to move the dialog into key areas of the discussion, mainly to the integration context service.  
It is aimed at identifying the drivers and motivations to integrate public services across the 
different involved ministries in TAL service. On the other hand, this will help to measure the 
98 
 
potentiality to collaborate between the ministries. The selected service (TAL) is primarily 
provided by the Ministry of Tourism and Antiquates, but as mentioned above (Figure 2), other 
ministries are already involved in the delivery chain; therefore, question 2 is also an endeavour 
to highlight areas of existing collaboration.  
 
 
 
Table 4.3: Summary of questions of focus groups 
The third question is asking clearly about the barriers that hinder the process of integration, as 
previously identified, this study assumes that technology is not the main barrier for partial or 
initial public service integration. Consequently, this question will help identify some of the 
existing issues in terms of governmental collaboration, communication and coordination level 
on service provision.   
 
The fourth question will investigate the public views on the readiness and the push factors of 
integration. This question attempts to identify some of the integration priorities as perceived 
by the public views of the public employees. This question will support question 2 that is asking 
about the drivers of public services integration.  This question will also help in the realisation 
process of public service integration.  
 
Question five will help identify where integration could potentially occur, in attempt to 
highlight existing areas of integration, or take the integration model to the next level, where 
building technology is possible. 
4.4.2 ANALYSES OF FOCUS GROUPS STATEMENTS  
After reviewing several qualitative data analysis approaches such as content analysis, 
interpretive approaches, social anthropological approach and collaborative social research 
Theme No. Question   
1. The definition of Public Service Integration   
2. Drivers  of  Public Service Integration  
3. Barriers of  Public Service Integration  
4. Readiness of Public Service Integration / Push factors of Integration  
5. Where Integration occurs?  
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approach, this study decided to adopt the collaborative social research approach. Using this 
approach, researchers work with their subjects in a given setting in order to accomplish some 
sort of change or action. The analysis of data gathered in such collaborative approach is 
accomplished with the participants of the study, who are seen as stakeholders.  
 
In light of this chapter, 6 audio recorded conversations were produced, with a total of 11:27 
hours were digitally recorded. Analysing the focus group involved firstly revisiting the aims 
and objectives of this, then looking through the detailed notes. This study aimed at identifying 
key themes and points of consensus or disagreement as well as noting useful quotations which 
reflect the purposes of the research.   
 
The recordings were transcript and made into text. This process is basically achieved by 
listening to the recordings, one group at a time and transcript in Arabic language and then 
translates the produced transcript into English language. Despite the time consuming issue, this 
has led to a double verified results and outcomes, as they data were validated in two languages, 
and this has also benefited the study in capturing some of the expression and colloquium 
language used amongst public sector employees in the context of eGovernment. In fact the 
double review process has significantly contributed to identify common themes and patterns in 
the focus group sessions; especially the fact that the transcription has been translated from 
Arabic into English. Eventually, the recorded conversations resulted in 48 pages of 
transcription in both Arabic and English. 
 
After the transcription and translation, data become easier and more tangible to be visually 
analysed, along with the translation, this has helped to identify some commonalities and 
patterns in the answers given by the participants of the focus groups. Those commonalities 
have been developed into codes in a form of answers, and those answers where generated in a 
table as can be seen in the following table. 
 
 
Question 
No. 
Answer 
No. 
Answer   
1. 1. Online Service Provision  through Electronic Portal (One-Window 
Access) 
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1. 2. Sharing services across government agencies  
1. 3. Central service provider  
1. 4. Merging structures and sharing budgets, 
1. 5. Partnership Working and Coordination (Vertical and Horizontal) 
1. 6. Working along with the Electronic Government Program  
1. 7. Data sharing and associated protocols   
1. 8. Public Service Integration is Electronic Government  
1. 9. Including citizen engagement and participation in governance 
1. 10. Outsource governmental services  
                                 Table 4.4 - Question 1:   The definition of Public Service Integration 
The answers in the previous table were covered by all the participated groups. When the 
facilitator asked the question about the definition of public service integration, each group 
started to answer according to their knowledge, the government ministry they employed by and 
the level of expertise in the specialised area they work for.  After a thorough scan of the 
transcript and the translated materials, common patterns started to appear in the transcript, and 
a set of categorical labels and themes begun to emerge, the themes were collected and presented 
in table 1.4. The identified themes were circled and then later moved into cards, so the most 
frequently repeated answers can be grouped together within the specific theme. 
 
The next phase in the content analysis was to categorise the group answers into the identified 
themes, this will help identify potential patterns, relationships, commonalities or disparities. A 
matric represents focus group number distributed across the given answers was produced, 
organising the answers in a table view has significantly helped in recognising commonalities 
across the answers of the focus group.  As a result, table 1.4 was generated, it can be clearly 
seen that there is a variation in the answers given, depending on the focus group level of 
involvement in the eGovernment program, this is explicitly reflected on G1 answers. G1, 
Ministry of Tourism and Antiquates, and due to the nature of the internal processes and 
operation, has had the minimum number of answers. G1 viewed integration as merging 
structure and sharing budgets. This gives an indication that integration is perceived from 
organisational point of view, and as stressed by this particular group, cannot be achieved 
without the participation of other government departments. One interesting insight has also 
emerged from this group; they viewed integration from citizen inclusion perspective as in A9. 
In theme 1, G3 Ministry of Communication and Information Technology has covered most of 
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the answers in table 1.4, and this is due to the fact they are considered the eGovernment leaders 
in the context of this study, and those who manage and administer the overall program.  
 
 
 
 
 
 
 
 
 
 
 
 
 
 
                                       Table 4.5 - Perceptions of Public Service Integration 
 
The most important finding in this analysis is A8, all groups have agreed that public service 
integration is eGovernment, and it should be managed by eGovernment program and the 
ministry of communication and IT. Despite the different definitions presented by different 
groups, there seems to be a misconception what is public service integration is. This 
misconception is streamed from the misunderstanding what eGovernment is in its broader term, 
as it is perceived as a specific government department than a strategy to use information and 
communication technologies (ICTs) to improve the activities of public sector organisations, 
and enhance the interaction between government and its citizen.  Consequently, it can be noted, 
during the focus group sessions, that different focus groups have blamed specific government 
departments for the failure and the deceleration in the implementation of the first inception 
strategic objectives.  
 
 
 
 
 
T1 Perception of Public Service Integration 
Q1 G1 G2 G3 G4 G5 
A1   X X  
A2  X X   
A3    X X 
A4 X X   X 
A5  X X   
A6 X     
A7   X X  
A8 X X X X X 
A9 X  X  X 
A10  X  X X 
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Answer 
No. 
Question 
No. 
 
Answer   
1. 2. Make it easier for businesses and individuals to deal with 
government 
2. 2. Offer services and information through new media like the Internet 
3. 2. Improve communications between different parts of government  
4. 2. Make it much easier for different parts of government to work in 
partnership 
5. 2. Improve Cross departmental Coordination (Vertical and Horizontal) 
6. 2. Improve Transparency, accountability and Participation   
7. 2. The necessity resulted from regional conflicts (Refugee Camps) 
8. 2. Kings Abdullah II vision towards more collaborative government    
9. 2. Current EGov activities in terms of policies, technologies and 
implementation  
10. 2. Impact of Arabic Spring on the government  
 
Table 4.6 - Question 2:   Drivers of Public Service Integration 
 
Answers in the second theme were evolved around public employees understanding of the 
drivers of public service integration.  Some novel insights were pointed at by the answers 
presented by the groups, as in improving communication between different parts of the 
government. This has received special emphasis from all the groups apart from G5, which put 
other socioeconomic issues on the top, this appears in their concern of how technologies and 
IT used in government can cope with the new Arabic spring impact on the country.  Another 
remark to make through this analysis is that all answers were given by eGovernment program 
group G3; this group has informed all the answers in the second theme, they seemed to have 
solid practical knowledge of the drivers of the current eGovernment implementation, see table 
1.6. This has been clearly noted in A4, as G3 the only group who have perceived PSI as 
collaborative and communication prerequisite.  
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T2 Drivers of Public Service Integration 
Q2 G1 G2 G3 G4 G5 
A1 X X X   
A2 X  X   
A3 X X X X  
A4   X   
A5 X X X   
A6  X X  X 
A7 X X X  X 
A8 X X X X X 
A9   X X  
A10  X X X X 
 
Table 4.7 Drivers of Public Service Integration 
 
One significant observation outcome of theme 2 is A8, all groups have mentioned the strategic 
vision of his majesty King Abdullah II towards more collaborative government.  His majesty’s 
initiative of streamlining government procedures and make them more responsive to the needs 
of the citizens, government, and businesses has been very well received by the public 
employees, this is evidenced by the common agreement between the groups to improving 
traditional government performance in terms of services provided, level of performance, 
accuracy, reducing the time and cost required to finalise governmental procedures, achieving 
a high degree of customer satisfaction and reaching full coordination between the governmental 
institutions where they fully complement each other. Groups have also emphasized the general 
aim of eGovernment and PSI as working together to achieve a more capable, more transparent, 
better performing government and government employee and to change the persistent, 
dominant stereotype. Integration has been implicitly underlined in this theme, by using the 
terms such as working together or working collaboratively, public employees are touching 
some of the integration aspects this study is aiming to examine. The word integration is 
translated to ( الماكتل ), which can be ambiguous and vague if it was out of context, it could be 
used to express merge, synthesis or even combination.  
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Consequently, the frequent use of similar words, relevant in nature, scale and scope to public 
service integration indicates the willingness and readiness of groups to embrace the concept of 
integration Terms such as (داحتلاا) which literally means union, points at a prior requirement to 
integration, therefore, when participants where asked what do they mean about union, they 
responded by working together beyond organisational boundaries or sharing resources. 
 
Answer 
No. 
Question 
No. 
 
Answer   
1. 3. Funding Issues  
2. 3. Current Technical Infrastructure   
3. 3. Organisational Culture (Resistance to change)  
4. 3. Support level provided by EGovernment Program   
5. 3. Partnership Working and Coordination (Vertical and Horizontal) 
6. 3. Different rules regarding Licensing and Taxation procedures get in 
the way of integrating public services 
7. 3. Middle and high -level officials' views and attitudes towards e-
government 
8. 3. Changing governments officials, procedures and rules 
9. 3. Corruption Index 
10. 3. Pooled budgets are the only way to provide integrated public services 
 
Table 4.8 Question 3:   Barriers of Public Service Integration. 
 
Question 3 is asking about the barriers that hinder the process of integration, as previously 
identified, this study assumes that technology is not the main barrier for partial or holistic 
public service integration. Public employees have shared the vast majority of the answers in 
this theme. From the number of answers given by different groups, it can be noted that there 
are far more barriers to integration than drivers, as in the case of G5, where the Ministry of 
Justice seemed to have had a very negative outlook on the integration, this was expressed by 
some of the participants of this group, as they mentioned some sort of communication issues 
when working collaboratively with other ministries, participants expressed this by saying 
“Horrible Experience” when translated from Arabic, the same expression was used by the G1 
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and G2 in the context of level of support provided by eGovernment, this leads us to think that 
there an issue in the communication between government parts.  
 
T3 Barriers of Public Service 
Integration 
 
Q3 G1 G2 G3 G4 G5 Highlights 
A1 X X X X X Funding Issues 
A2  X     
A3 X X X X X Organisational Culture (Resistance to change) 
A4 X X X X X Support level provided by EGovernment 
Program   
A5   X  X  
A6  X X X X  
A7 X X X X X Middle and high -level officials' views and 
attitudes towards e-government 
A8 X X X X X Changing governments officials, procedures 
and rules 
A9   X X X  
A10    X X  
 Table 4.9 - Barriers of Public Service Integration 
 
As it can be seen in table 1.9, there are four commonalities shared by the groups. A3 has been 
strongly highlighted by all the groups, which reflects the current rigid organisational culture 
and management style of the government agencies participated in this research.  On the other 
hand, A4 was shared across all groups; the support level provided by the eGovernment program 
has been also identified as an area of concern to all participants. Participants demanded more 
support from the eGovernment program. Participants stressed the point that this should be the 
responsibility of eGovernment program, as they should be held accountable for helping various 
government departments use information technology to increase efficiency and improve 
electronic access to government services. Support can also be widely delivered on a form of 
ongoing short courses, workshops, seminars, lectures in order to promote best practices across 
government. Some of the subjects of this study suggested an internal help desk purposefully 
designed to service government entities rather citizen. This was another issue complementing 
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the communication problems mentioned in theme 2, employees didn’t know where to call or 
what to do if information is required about a service or a transaction.  
 
Middle and high level officials views towards eGovernment has also brought by participants 
as a barrier, some of the government officials view eGovernment as using computers in 
ministries. This point along with the instability of appointed governments in Jordan has 
impacted on the implementation strategy, on both financial and technical domains. 
 
Answer 
No. 
Question 
No. 
 
Answer   
1. 4. Service Return on Investment  
2. 4. National awareness of what Public service integration  
3. 4. Support level provided by EGovernment Program  
4. 4. Kings Vision towards enforcing  EGovernment activities   
5. 4. Level of Service Integration. The extent to which a service is 
automated and ready to integrate  
6. 4. The humanitarian crises in Jordan (Syrian Refugee Camps) 
7. 4. Increasing demands on certain services such as health care, social and 
educational services. 
8. 4. Newly established Immigrants services (Syrian, Iraqis, Palestinian and 
Libyan) 
9. 4. Internet accessibility, penetration and prices  
10. 4. Economic, political and social reforms  
Table 4.10 Question 4:   Readiness of Public Service Integration / Push factors of Integration 
 
This theme was designed to investigate the readiness of Public Service Integration and Push 
factors of Integration. The theme will inform the process of identifying integration factors, as 
in A1 Service Return on investment, this answer stood out as a common answer, all groups 
have agreed that services with financial return should have the priority to be integrated. Groups 
have also emphasised that the level of support received from eGovernment program determines 
if the service has to be integrated. From the answers given from different groups, there seems 
to be a variation in the coordination and support provided by eGovernment program to some 
government agencies, this is apparent in the case of Ministry of Tourism and Antiquities, 
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employees from this ministry felt that they are left outside the strong circle as described by the 
employee, strong circle includes three ministries (Ministry of Interior, Ministry of Trade and 
Finance and Ministry of Information Technology). Involvement in eGovernment program 
strategies and Implementation planning varies between ministries, this is due to the government 
agendas of working collaboratively with major ministries such as MoI and MoTF. Employees 
from the previously mentioned ministries stated clearly that the government is undergoing a 
critical challenge in terms of public service provision, and therefore, attention and focus will 
remain in security and social safe net services, which are provided mainly by MoI and MoTF.  
 
Level of service integration (A3), which is defined as the extent to which a service is automated 
and ready to integrate has been flagged as a major push factor towards integration. Some 
services as Vocational License by the Greater Municipality of Amman has been automated 
since 2008, and has gone online since 2012. As a collaborative joined up effort, eGovernment 
program has been working alongside Ministry of Trade and Finance to improve this service, 
and this evident the concern raised by other ministry about the level of support provided by the 
eGovernment program. Other employees mentioned that some services are currently in 
automated state, and can be joined up or integrated with less financial and technical efforts, 
however, coordination and serious intention to integrate them has always been a subject of 
discussion at high level government meetings, but little has been done in the ground.  
 
T4 Readiness of Public Service Integration / Push factors of Integration 
Q4 G
1 
G
2 
G
3 
G
4 
G
5 
 
A1 X X X X X Service Return on Investment  
A2 X  X  X  
A3 X X X X X Support level provided by EGovernment Program  
A4 X X X X X Kings Vision towards enforcing  EGovernment 
activities   
A5 X X X X X Level of Service Integration. The extent to which a 
service is automated and ready to integrate  
A6 X X X X X The humanitarian crises in Jordan (Syrian Refugee 
Camps) 
A7 X X X    
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A8 X X X X X Newly established Immigrants services (Syrian, Iraqis, 
Palestinian and Libyan) 
A9  X X X   
A10  X X X   
          Table 4.11 - Readiness of Public Service Integration / Push factors of Integration 
The humanitarian crisis and the newly established refugee camps (A6 and A8) have been the 
focal point of all discussions in the focus group, there are serious concerns raised by all groups 
that health, security and social services should not only be considered for integration, but it is 
crucial to start with the integration now. Jordan continues to provide asylum for a large number 
of Syrians, Iraqis and other refugees, despite the substantial strain on national systems and 
infrastructure. This pressure has become even more acute over the past two years, as the global 
financial crisis has had an impact on Jordan's economic situation and infrastructure for water, 
electricity, waste management, education and health care.  Syrian refugees has put a strain on 
Jordanian economy, government services and scarce water supplies. But a different threat 
keeps officials up at night. The refugee crisis “is turning into a security situation,” says 
Abdallah Abu Romman, a former minister of information.  
 
Answer 
No. 
Question 
No. 
 
Answer   
1. 5. Health and Social Services 
2. 5. Educational Services  
3. 5. Police forces  
4. 5. Holistic Integration  
5. 5. Licensing Service Integration  
6. 5. Financial Services / Fees based services  
7. 5. Services that require data sharing   
8. 5. Commonly used services 
9. 5. Automated ready services  
10. 5. Only shared services should be integrated   
Table 4.12 - Question 5:   Where Integration occurs? 
 
This theme was designed to investigate public employees’ perception on what should be 
integrated, and where integration occurs. Despite the fact that answers of this theme have 
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emerged as a combination of different themes, employees kept on mentioning what should be 
integrated first and how integration in specific services could ease and inform further 
integration, which in the long run, if successfully achieved, will open the door to other services 
for partial or complete integration.  
Employees shared the view that health and social service for newly established services is 
paramount at this point of service integration. They all agreed that the integration manoeuvre, 
as specifically described, should be pushed forward not only for refugees in camps, but also to 
citizen who have been negatively impacted by this unprecedented vast pressure on public 
services. The increasing number of Syrian refugee women using reproductive health services 
in Jordan is putting additional pressure on the Kingdom’s health system, a UN official said on 
Sunday 
 
T5 Where Integration occurs? 
Q5 G
1 
G
2 
G
3 
G
4 
G
5 
 
A1 X X X X X Health and Social Services 
A2  X X  X  
A3 X X X X X Police forces 
A4  X     
A5 X X X X X Licensing Service Integration 
A6 X X X X X Financial Services / Fees based services 
A7   X  X Services that require data sharing   
A8  X X  X Commonly used services 
A9 X X X X X Automated ready services 
A10   X   Only shared services should be integrated   
Table 4.13: Where Integration Occur? 
The humanitarian crisis and the newly established refugee camps have also been frequently 
mentioned in this theme, as security issues started to take place in some of the refugee camps, 
in a scale that requires police force to interfere and resolve the conflict. The refugee crisis is 
turning into a security situation, and employees worry that armed fighters, regime intelligence 
agents and smugglers hide among the refugees. Security services in the largest refugee camp, 
Zaatari, blamed riots there in April on "Assad sleeper cells". Smuggling networks have built 
up around Zaatari. Some 400,000 refugees have entered the camp since 2012, but only 85,000 
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remain. About 110,000 of those went back to Syria, and another 50,000 left for Jordan’s cities 
legally with the sponsorship of a relative or local. But 150,000 more departed Zaatari in a way 
the UN's High Commissioner for Refugees (UNHCR) cannot account for, human trafficking is 
enough of a concern, but the authorities fear the same networks could be used to move weapons 
too. Licensing and financial services have also been highlighted by the employees, this goes 
hand in hand with the service return on investment priority mentioned before. All employees 
agreed that services with financial return such as licensing services should be integrated.  
4.5 CONCLUSION   
 
This chapter of the research aimed at answering questions related to the practicality of 
integrating public services in Jordan. Five areas have emerged as major themes in the context 
of this chapter: The misconception of the definition of public service integration with electronic 
Government, Drivers and Barriers from intraorganisational view, the readiness and willingness 
towards integration, and potential services where integration may occur. This section is also 
focused towards examining the practicality of online service delivery and service integration, 
a further guidance and direction to more focused literature review, a thorough investigation 
was required in order to shed light on how public servants perceive integration. The second 
paper, entitled Public Service Integration in Jordan, has resulted in massive data set, which 
needed to be analysed and further investigated to identify other correlations. See Figure 4.3. 
  
Phase 1 of the research has been achieved, combining the findings of the first paper and the 
outcomes of the second paper have helped identified and capture several themes: 
1. The arguable view of what Public Service Integration is? 
2. G2C Level of service Integration  
3. Service Return on Investment ROI. 
4. The impact of the level of support provided by eGovernment program 
5. His Majesty’s king Abdulla vision and influence in service integration.  
6. Refugee Camps Public Services.  
  
The above mentioned themes were produced and captured by two main data collection 
methods. Firstly, 10 scheduled interviews were conducted with eGovernment program in 
Jordan; interviewees were selected from different eGovernment areas, activities and locations. 
Secondly, six focus groups were conducted over two weeks period, each group discussion has 
111 
 
taken place in different day, each group of participants were asked about their perceptions, 
opinions, beliefs, and attitudes towards public services integration.  
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Figure 4.3: Findings of Practicality of Public Service Integration 
 
The findings in Figure 4.3 have pointed at five distinct potential areas of contribution, which 
presented an uncharted territory for further exploration; Phase 2 briefly describes these areas 
as follow: 
6. The considerable differences in the interpretation of what does public service 
Integration mean, and how the whole of government concept and philosophy is viewed 
by different government stockholders. It was rather shocking to recognize through the 
current data that there is no common understating between different government 
departments in Jordan of what eGovernment is? 
7. How public service integration will help to cope with the increasing demands of current 
Syrian Refugee Camps in Jordan. As a consequence of the recent Arabic spring 
movement in Syria, and to escape the violence, tens of thousands of Syrian refugees 
have fled to Jordan, resulting in several refugee camps being established. 
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8. The role of his majesty king Abdullah II in the current political reforms being carried 
out by the government in Jordan, and to what extent that would affect and influence 
public service integration, as most of the participants agreed on his majesty’s vision 
towards collaborative, transparent and connected government, and with linking that 
vision and push towards more integrated public services, how that vision is being 
interpreted differently by different government departments. 
9. The impact of the social settings and the environment where the group sessions were 
conducted. A considerable difference in the opinions and attitudes towards 
eGovernment were noticed, which improve the level of validation of the collected data, 
as the validity of the opinion may vary from one location to another and from a social 
setting to another. 
10. The transcription and translation process of focus groups and interviews, and the 
significance of using some local expressions to describe what eGovernment is, and 
some double standards quotes commonly used in the public context to describe public 
service integration, which may lead to establish an Integrated Public Service 
Vocabulary scheme identification.  
 
The above mentioned areas of contributions have helped in providing further directions 
towards more focused literature review. A literature review that I personally believe does not 
exist so far, due to the delicacy that surrounding the subject, most writers avoid walking into 
that mind field, leaving a very wide gap of research for further investigation.  
 
In this chapter, the practicality of integrating online public services is investigated from 
government employee’s views, in specific ministries for certain services. Licensing services 
have been considered in this chapter, and that because of they have been flagged as the most 
commonly used online services, and currently offered through several dispersed portals and 
service providers.  
 
The chapter aimed at answering questions related to the practicality of integrating public 
services in Jordan. Five areas have emerged as major themes in the context of this chapter: The 
misconception of the definition of public service integration with electronic Government, 
Drivers and Barriers from intraorganisational view, the readiness and willingness towards 
integration, and potential services where integration may occur. It is clear from studying the 
interactions between different government employees, that there are difficulties involved in 
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leading system-level change, and in pursuing system-wide coherence. Jordan is pursuing many 
multi-annual, multi-stakeholder goals – in infrastructure development, energy, poverty, gender, 
health and humanitarian crises. If it is to maximise the Public Service’s contribution to 
achieving these objectives and to meeting citizens’ expectations, then it needs to think 
increasingly about the Public Service as an integrated “system”.  
 
In doing so, it will have to amend or revise existing accountability structures and ways of 
working, to allow for integrated system-wide action where this is required. Moving towards a 
more integrated Public Service, will allow a greater sharing of expertise and knowledge, but, 
more importantly, will allow the Public Service to become more focused on its contribution to 
the achievement of broader citizen-centred outcomes.  Achieving an integrated Public Service 
will require targeted actions in a number of areas. It should be noted that these action areas are 
interdependent: this is not a suite of options where only a few need to be advanced. Improved 
dialogue is needed to address fragmentation and disconnects between departments, their 
Offices and agencies, and other Public Service actors; the use of networks to bring together 
relevant players from across the Public Service needs to be expanded; performance measures 
need to look at outcomes rather than inputs and processes, and increased flexibility is needed 
to allow managers to achieve those outcomes; budget frameworks are needed to facilitate 
prioritisation and reallocation of spending; a renewed emphasis is needed on the role of ICT 
and e-government in strengthening in formation sharing and integrated service delivery; and 
greater mobility is needed to help develop and broaden the skills and competency base of 
generalist staff. In support of all these, a stronger role is needed to lead and support the renewed 
change, both through the creation of a Senior Public Service, and the development of a more 
strategic role for the Centre. The unexpected challenge was to transcript the recordings onto 
text data format for analysis purposes. The transcription process was the most difficult part of 
the data analysis, time consuming and requires precision and translation skills due to the lack 
of Arabic voice recognition and translation software tool. Consequently, data had to be 
transcript and processed manually. 
 
As could be expected, the range of complexities in delivering back office integration increase 
with the number of functions and the number of government departments involved. A project 
involving both vertical integration (linking tiers of government) and horizontal integration 
(linking a number of functions across an organization, a number of organizations or across 
national boundaries) is not only ambitious, but it is difficult to deliver and runs a very high risk 
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of failure. The technology may promise the functionality to deliver combined vertical and 
horizontal integration but the non-technological variables involved, particularly the people 
element, make it unlikely to succeed. For this reason, many of the more successful back office 
integration projects are smaller in scope, involving vertical integration of one function or 
horizontal integration within one organization (Al-Husban, 2013). 
 
As the explored literature exhibits, eGovernment projects face different challenges and threats, 
amongst the most common challenges is lack of awareness about eGovernment services, 
confidence and trust as social factors. This indicates that online public service integration could 
possibly be realised given the current technological and organisation infrastructure, however, 
the barrier which potentially hinder the success of integration initiatives in developing 
countries could be stakeholders’ perceptions and views of what is it and how it could be used, 
and not merely computerisation of government ministries. It is also explicitly understandable 
from the participants’ views and perceptions of the study in this thesis, in addition to the 
secondary data in the literature, that the current state of eGovernment implementation in Jordan 
has not delivered it is very basic intended objectives of the initiative, and the absence of 
measurement models to examine and measure the realistic benefits of the implemented 
governance strategy in Jordan has led to a deceived misconception of the recognised benefits 
of what and how electronic government implementation can help in coping with the current 
economy crisis in Jordan. Accordingly, we can argue what is the current contextual definition 
of electronic government in Jordan, if such a definition exists, maybe we could construct a 
model or a benchmark to assess the success or failure of the current governance strategy. As 
findings of the practicality section indicate, the current definition of electronic government in 
Jordan is merely the online distribution of government services, and given the limited online 
service provision in Jordan, this accordingly may lead to a gap between what is predefined 
national agendas of eGovernment, and what has been achieved, this will certainly affect the 
design and the delivery of eGovernment implementation strategies in Jordan, and yet will set 
the limit to the degree of involvement by all constituent government departments, and 
therefore, it is believed in this research that appropriate understanding of definitions will help 
design a well fit eGovernment strategy and better governance strategy in Jordan  .   
 
Indeed the range of issues raised in this research assume that any technical and managerial 
solution is, at best, limited, unless technology is changed by decision makers and stakeholders 
to fit the implementation context in this case Jordan, and norms, structures, mind-set and work 
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systems that constitute the context is highly considered to reflect best practice. This is due to 
the belief that understanding what electronic government entails should help in achieve its 
intended objectives and realise the high levels of improvements in various areas of government, 
where stakeholders, especially those who work alongside and with eGovernment 
implementation can support the development and realisation of eGovernment implementation.  
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SECTION 2: TECHNICALITY OF PUBLIC SERVICE INTEGRATION 
 
INTRODUCTION 
 
This section includes chapter 5 and chapter 6. Chapter 5 investigates the connected public 
services delivery through the integration of back office processes. It provides an 
interoperability integration framework that connects closely coordinated services based on 
Service Oriented Architecture, in an attempt to align the organizational structures and processes 
of different government departments in order to achieve better IT utilization and return on 
investment in eGovernment initiatives.  
 
Chapter 5 builds on insights and learning from best practice in large corporate integration 
projects, using SOA and ESB technologies, and applies this to e-government service 
integration and provision. The integration framework suggested in this chapter draws together 
proven techniques and integration frameworks from several proceeding architectures and 
design styles, with new universal open standards and integration technologies that have the 
potential to provide a technically achievable framework for modern eGovernment 
implementations. 
 
In Chapter 6, the suggested integration framework has been demonstrated to two realistic case 
examples of public service integration in the current electronic government project 
implementation in Jordan. The first example is integrating three services, namely, applying for 
a Tourism Agency License, applying for a Vocational License and applying for No Criminal 
Record Certificate in a highly interoperable manner and a high level of adaptability to existing 
government policies and priorities. The second example draws upon the existing dependency 
in the current public service structure, and it applies the integration framework to Custom 
Clearance Agent License, Vocational Licenses and No Criminal Certificate services.   
 
Section 2 introduces a new technical framework towards public service integration in Jordan. 
The proposed framework, integration framework for interpretability of connected service 
delivery (IFICSD), will help connect all actors involved in service delivery in an integrated 
government environment, and provide an effective means of communication between all of 
those actors to share data, information and services in a constituent and consistent manner. 
IFICSD is formed as an interconnected structure that offers an integrated government for all 
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actors to communicate together in a seamless manner, through using Enterprise service bus 
technology, an integrated medium for all involved actors to be plugged onto the system, 
without having to deal with migration technical issues and legacy problems. As a result, 
government agencies are expected to publish their existing services in a form of web services 
into the ESB and make them available to other systems to use, share and utilize using a unified 
web service description framework based on SOA. 
 
The IFICSD will help answering the second research question which is represented by:  
 
What technologies can be utilised to integrate the current public service provision (Technicality 
of public service integration)? An interoperable integration framework is required to shift the 
existing service provision structure into incremental cross-portfolio integration. 
 
CONCLUSION  
 
Using SOA, ESB and web services to connect and integrate service delivery will enable 
multiple government constituents and service providers to reuse developed assets, share data 
and provide a seamless panel of highly integrated services. Implementing a flexible SOA 
solution for governing, integrating, deploying, securing, and managing services, irrespective 
of the platforms on which they were created, will increasing the effectiveness, efficiency, and 
quality of service. Moreover, an SOA flexible solution will help to overcome the current 
organisational resistance which is presented as one of the most challenging barriers hindering 
service connectedness. 
 
The prerequisite for effective information and data sharing between government departments 
is technical interoperability. This Technical level interoperability deals with the technical 
aspects of interconnecting government systems and standardisation of data format and data 
exchange protocol, and the extensive use of web services, all these elements can serve 
purposefully towards the concept of Service Oriented Architecture SOA.   
 
This chapter investigates the connected public services delivery through the integration of back 
office processes. It provides an interoperability integration framework that connects closely 
coordinated services based on Service Oriented Architecture, in an attempt to align the 
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organizational structures and processes of different government departments (Service 
Providers). As we believe that this integration is not only necessary but also critical and crucial 
at this stage of e-government implantation in developing countries. The framework provided 
in this chapter provides a high level of semantic integration through the deployment of Service 
Oriented Architecture (SOA), Enterprise Service Bus (ESB) and Web services, which will help 
to integrate the process of public service provision for best use by the end user, as well as to 
avoid duplication and redundancy in government agencies. 
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CHAPTER 5: INTEGRATION FRAMEWORK FOR INTEROPERABILITY OF 
CONNECTED SERVICE DELIVERY (IFICS) 
 
5.1 INTRODUCTION  
 
The chapter investigates the connected public services delivery through the integration of back 
office processes. It provides an interoperability integration framework that connects closely 
coordinated services based on Service Oriented Architecture, in an attempt to align the 
organizational structures and processes of different government departments in order to achieve 
better IT utilization and return on investment in eGovernment initiatives. As we believe that 
this integration is not only necessary but also critical and crucial at this stage of e-government 
implantation in developing countries.  
 
The chapter builds on insights and learning from best practice in large corporate integration 
projects, using SOA and ESB technologies, and applies this to e-government service 
integration and provision. 
The integration framework suggested in this chapter draws together proven techniques and 
integration frameworks from several proceeding architectures and design styles, with new 
universal open standards and integration technologies that have the potential to provide a 
technically achievable framework for modern eGovernment implementations. 
 
In the scale and scope of eGovernment implementation, public services are not only 
implemented using a multitude of technologies and platforms, but are also by a wide range of 
people practices, application codes and interactions between stakeholders and the system. 
Therefore, a realistic case example of integrating and connecting three public services based 
on the suggested integration framework is presented in this chapter.  
5.2 OVERVIEW OF THE SERVICE ORIENTED ARCHITECTURE  
 
When the digital revolution started back in the 80s, computer systems and applications were 
aligned vertically to meet customer requirements in a vertical market segments, as those 
applications were sufficient to meet the industry’s needs (Papazoglou et al, 2007). However, 
this vertical alignment didn’t last long, in the early 90s, and with the internet booming, business 
systems and applications begun to grow horizontally to enhance collaboration with business 
partners, this had led to the evolution of the B2B (Business to Business) transactions in 
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Electronic Business context, and this collaboration started to spread across several industry 
verticals, which in its turn, had contributed largely to the emergence of the extended supply 
chain, providing customers and business partners access to services. In a modern economy, the 
way that business function has dramatically changed, as businesses not only interact with their 
partners, but they should allow customers and businesses to access services and products 
electronically. Connecting to the internet had pushed businesses to expose their business logic 
to an untrusted user base poses its challenges in terms of security and integrity. 
 
Consequently, a necessity for Service Oriented Architecture arose, as businesses should offer 
services rather than an interface to their business logic (Sujatha, 2011). The business logic is 
implemented in several components, exposing the interface to these components results in tight 
coupling with the business logic (Colan, 2004). An application, or client application, consumes 
the service through a well-defined interface to the service and neglect how the service 
implementation. The complexity of the information technology IT in a heterogeneous 
environment lies in the lack of common programming interface, and this complexity will even 
increase as the system deals with the complexity while building new applications, replacing 
existing applications, and keeping up with all the maintenance and enhancement requests 
represents a major challenge.  If this promise is to be delivered, then complexity will definitely 
reduce and functionality will be effectively reused, and this is what service oriented 
development brings to the IT world, therefore, when services are deployed in service oriented 
architecture, they will have the potential to be reutilised and used to create a variety of new 
strategic solutions, including: 
 Rapid application integration. 
 Automated business processes. 
 Multi-channel access to applications, including fixed and mobile devices. 
The most recognisable benefit of an SOA is that it facilitates the composition of services across 
disparate pieces of software, whether old or new; departmental, enterprise-wide, or inter-
enterprise; mainframe, mid-tier, PC, or mobile device, to streamline IT processes and eliminate 
barriers to IT environment improvements (Sujatha, 2011). 
 
The transformational power of an SOA made composite application solutions within reach 
because of the widespread adoption of Web services. The Web Services Description Language 
(WSDL), as a language to describe the functionality offered by a web service, has become a 
standard programming interface to access any application, and SOAP has become a standard 
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interoperability protocol to connect any application to any other. These two standards have 
contributed massively to the development of SOA, and they are followed by many additional 
Web services specifications that define, transactions, reliability, security, orchestration, and 
metadata management to meet additional requirements for enterprise features and qualities of 
service.  
5.2.1 DEFINITION OF SERVICE ORIENTED ARCHITECTURE (SOA)  
Service-Oriented Architecture is a development of distributed computing based on the request 
and reply design paradigm for synchronous and asynchronous application (Kodali, 2005). SOA 
offers an extensible but flexible and compostable approach to reusing existing applications and 
services, and extends in scale and scope to constructing new ones (Hutchison et al, 2005). 
 
A service-oriented architecture is also defined as a style of design that guides all aspects of 
developing and deploying business services throughout their lifecycle (from conception to 
retirement). An SOA is also a way to define and provision an IT infrastructure to allow different 
applications to exchange data and participate in business processes, regardless of the operating 
systems or programming languages underlying those applications. An SOA can be thought of 
as an approach to building IT systems in which business services (i.e., the services that an 
organization provides to clients, customers, citizens, partners, employees, and other 
organizations) are the key organizing principle used to align IT systems with the needs of the 
business. 
 
High degree of Interoperability and distribution is a key for public service integration, due to 
the numerous entities they imply. A service-oriented architecture and web services is a way 
forward to solve a substantial number of public service integration issues. In SOA context, 
software components and applications are modelled as services, whereas the main focus in 
application design will be placed on combining slightly connected services to construct larger 
applications. Therefore, service provider must offer a service description explaining the 
required procedure to invoke the offered service, which will allow information to be exchanged 
in an interoperable manner (Kodali, 2005). 
 
In SOA context, applications and functions are modularized and presented as services for 
consumer applications in this case service requestor. The most momentous factor of these 
applications and services is they are inherently loosely coupled. As defined through separation 
122 
 
of concerns, the service interface is independent of the implementation, as service developers 
and system integrators can develop new applications by composing one or more services 
without knowing the service’s underlying technicalities. Accordingly, an existing application 
or a service can be implemented either in .NET or J2EE, and the service consumer or requestor 
can be on a different language (Sellami et al, 2007). 
 
The key actors of a SOA include services, dynamic discovery, and messages. A service is a 
retrievable routine that is made available over a network (Roy& Langford, 2008). A service 
exposes an interface contract, which defines the behaviour of the service, and the messages it 
accepts and returns. The term service is often used interchangeably with the term provider, 
which specifically denotes the entity that provides the service. 
 
 The Service Consumer: Any entity or individual request a service.      
 The Service Provider: The entity which creates the service and makes it available to 
other entities   
 The Service Registry: The directory in which all services are stored in a searchable and 
semantic manner.                                                                                  
 
 
 
 
 
 
Figure 5.1: SOA actors 
 
Service register or directory stores service interfaces where they are categorized based on 
different services offered. Service consumers can look up a particular service by dynamically 
querying for services based on various categorization features. This process is referred to as 
the dynamic discovery of services. Service consumers or clients consume services through 
messages. Because interface contracts are platform- and language-independent, messages are 
typically constructed using XML documents that conform to an XML schema. 
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In order to implement SOA, two main technical components of the SOA infrastructure need to 
be constructed. The first component is the SOA backbone structure which can be achieved by 
the implementation of Enterprise Service Bus where point to point interaction between services 
and application is established, and provides robust communication, intelligent routing, and 
sophisticated translation and transformation of services (Sellami et al, 2007)..   The second 
component is web services. This technology provides standards for message exchange and 
service description. Web services utilize the XML-based Simple Object Access Protocol 
(SOAP) over HTTP for communication between service providers and consumers. Services 
are exposed as interfaces defined by Web Service Definition Language (WSDL), whose 
semantics are defined in XML. Universal Description, Discovery and Integration (UDDI), a 
language-independent protocol, is used to interact with registries and look for services. All of 
these features make Web services an excellent choice for developing SOA applications. 
 
EGovernment applications and services require both high level of interoperability and security. 
The interoperability is a prerequisite in the services integration process due to the huge number 
of heterogeneous participants in such applications. Considering the privacy and confidentiality 
of the exchanged information between governmental agencies and citizens, it is significant to 
underpin the security exigency. A service oriented approach presents a solution for those 
requirements; it permits and facilitates the interconnection between diverse heterogeneous 
administrations through well-defined standards (Sellami et al, 2007). Web services are 
commonly used as an implementation for service oriented approach. They offer interoperable 
entities and propose standards to secure them. This feature has pushed forward for further 
eGovernment web services development.  
 
SOA is an effective approach to capitalize on the value of service-oriented development. 
Service orientation reduces project costs and improves project success rates by adapting 
technology more naturally to the people who need to use it, rather than focusing, as the previous 
generations of IT systems have, on the technology itself, which forces people to adapt to the 
technology (Roy& Langford, 2008). The major difference between service-oriented 
development and other approaches is that service orientation lets the system focuses on the 
description of the business problem, whereas other approaches require the system to focus more 
on the use of a specific execution environment technology. The way in which services are 
developed better aligns them with solving business problems than was the case with previous 
generations of technology. 
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The philosophy and concept of SOA isn’t new, however, the new trend about SOA is the 
capability to mix and match execution environments, clearly by implementing some sort of 
separation of concerns by separating the service interface from the execution technology, 
allowing IT departments to choose the best execution environment for each and tying them 
together using a consistent architectural approach. Hence how in the past some of the SOA 
implementations were based on a single execution environment technology. 
 
Separation of concerns or even separating an interface from its implementation to create a 
software service definition has been well received and implemented in several technologies 
such as J2EE, CORBA, and COM. However, the ability to more efficiently and completely 
separate a service description from its execution environment is innovative. This capability is 
part of Web services and the concept of Web technologies (Roy& Langford, 2008). The 
traditional implementations of the interface concept might not have considered such a “loose” 
separation because the performance implications are negative. However, in many cases, the 
performance issue is less important than the ability to more easily achieve interoperability, 
something the industry has long strived for but only partially achieved until now. The success 
or failure of SOA, however, does not depend upon the advance in IT software brought about 
by Web services. Rather, it depends upon a change in approach. The greater separation of 
interface from execution environment in Web services facilitates the separation of work 
responsibilities as well. Separating the service description from its technology implementation 
means that businesses can think about and plan IT investments around the realization of 
operational business considerations, as represented by the description, more so than the 
capabilities of any individual product or software technology chosen to execute the description. 
In this case, the description becomes the definition of a kind of lowest common denominator a 
set of features and functions that everything can support. But this is achievable only if 
businesses change their way of thinking about IT. A service is something that’s just available 
just there for the consumption. 
 
The ultimate objective of connected service delivery is to allow cross collaboration and 
integration between closely coordinated services, which if technically and organisationally 
achieved will help to integrate the process of public service provision for best use by the end 
user, as well as to avoid duplication and redundancy in government agencies. 
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Using SOA, ESB and web services to connect and integrate service delivery will enable 
multiple government constituents and service providers to reuse developed assets, share data 
and provide a seamless panel of highly integrated services. Implementing a flexible SOA 
solution for governing, integrating, deploying, securing, and managing services, irrespective 
of the platforms on which they were created, will increasing the effectiveness, efficiency, and 
quality of service. Moreover, an SOA flexible solution will help to overcome the current 
organisational resistance which is presented as one of the most challenging barriers hindering 
service connectedness. 
 
Service-Oriented Architecture SOA is a set of design principles, technologies and practices for 
managing and communicating enterprise digital services to support dynamic, flexible business 
processes. As an architectural approach, SOA is inherently platform, technology, and protocol 
neutral and independent (Papazoglou et al, 2007).  In recent years, SOA has emerged as the 
leading integration and architecture framework in modern complex and heterogeneous 
computing environment (Colan, 2004).  
 
Web services have been utilised to develop SOA applications. They can be implemented to 
support the integration of application and systems of different levels of e-government aimed at 
both public individuals and private businesses. Web services provide the SOA with a set of 
features that support the overall architecture, reusability of business components and loosely 
coupled building blocks, for instance provide services to end-user applications and other 
services through heterogeneous networks, these features make SOA the best architecture match 
for public service integration (Putnik et al, 2007). 
 
Enterprise Service Bus (ESB) is software architecture for middleware that provides 
fundamental services for more complex architectures. It is a set of rules and principles for 
integrating multiple systems and applications together over a bus topology infrastructure. ESB 
architecture enables the connection of multiple systems and applications that run on parallel 
fashion over different platform regardless the programming languages and programming 
models (Berthold et al, 2013). ESB provides common communication and integration services. 
ESB uses industry standards for most of the services provided; it facilitates cross-platform 
interoperability and has become the logical choice for organisations looking to implement 
SOA. 
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5.2.2 SERVICE ORIENTED DELIVERY  
A Service Oriented Delivery (SOD) based solution needs to rapidly transform existing 
applications, data, and content into web services using a completely non-intrusive approach 
that requires no changes to the existing applications. An SOA based solution will reduce the 
dependency on back-end applications and the necessity to write code every time there is a 
change in policy, and introduces new software that promotes the direct collaboration of citizens 
and government departments irrespective of the delivery model. 
 
Realising a connected service delivery based on SOA  entails a substantial organisational shift, 
from public services structured, planned and designed around the fragmentation of public 
administration towards a citizen centric government, whereas public services are designed and 
structured around customer needs and demands. Current successful practices of citizen centric 
governance have emphasized better outcomes and performance over processes (Roy, 2008).  
 
Citizen-centric governance emerged as a result of a reform movement that evolved during the 
80s and 90s, well known as New Public Management, which placed customer service at the 
core of public mission, instituted business inspired management flexibility, and used market 
and competitive forces in the design and delivery of services (International Council for IT in 
Government Administration, 2006). 
 
Citizen centric government is all about turning the focus of government around citizen needs, 
looking at the service delivery though the eyes of the citizens (so that the needs of the citizens 
come first) rather than operational or other imperatives of the government systems. It is 
designed and developed to enable government:  
 To advance service delivery levels. 
 To increase the uptake of online services, thereby improve sustainability and 
encourage investment in eGovernment services. 
 To improve citizen satisfaction with government services  
 
Shifting towards citizen centric government involves two primary elements. Firstly, at the 
connected service delivery portal, service provision is based on customers’ context and 
situations (OECD, 2009). Therefore, customers should be able to access these services in a 
well-structured and clear manner meeting their perspective and needs. This view must not 
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conflict with the different public authorities or private service providers that actually deliver 
the public service. Secondly, the specific responsibilities and fragmentation of public 
administration in respect to service production and service delivery must not be hampered. 
Consequently, a smooth integration of two distinct requirements is required: an external, citizen 
requirements; and internal, public administration requirements. 
5.2.3 CITIZEN REQUIREMENTS   
Citizen requirements can be defined as what services, applications, interactions and facilities 
citizen require from eGovernment application. The most commonly recognized citizen 
requirements are:  
 
Eservices and information accessibility: A greater public access online services and 
information is becoming increasingly a citizen demand. Citizens expect more responsive, 
integrated and efficient services from their governments; they do not want to deal with multiple 
providers. Web services are a promising technology in the context of SOA, and it can be used 
to provide citizens and involved government agencies (Service providers) with eservices. The 
presentation layer of the suggested architecture offers citizens ubiquities accessibility to the 
information they need. Additionally, to avoid the routing problem in the proposed ESB, an 
orchestrator process is technically required in order to offer the citizen good quality e-services 
in replacements of the complicated administrative services. Orchestration engine will aid to 
coordinate and orchestrate shared, composite and integrated services which require multiple 
service providers and yet multi –procedural steps, including forms and approvals, to complete.  
 
Multiple access channels: This requirement is to facilitate customer self-service including face 
to face and telephone but also the use of technologies such as the Internet, kiosks or DTV. 
Multi-channel accessibility will improve access to services including making sure that access 
is available for anyone who wants it (social inclusion). This is met by separating the 
presentation layer from the application layer in the proposed architecture. This technical 
separation of concerns between the application layer and the presentation layer will not allow 
multiple accesses, but it will enable the presentation layer to be more technologically 
independent platform, as the presentation layer can run and implement several forms and 
protocols (WAP and Web server), without interrupting the systematic procedure at application 
layer.  
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Authentication facility: Citizen want to be sure of what government or private business 
department that they are doing business with. An emergent need has arisen for the necessary 
assurance level for identification and authentication of persons and parties using eGovernment 
services. SSL3 protocol along with digital certificate use is proposed in the model to 
authenticate and identify citizens.  Authentication process will also help to comply with 
Personal Data Protection acts, as well as will improve data confidentiality, as information sent 
by the citizen has to remain confidential. The data exchanged between the presentation layer 
and the application layer will have to be encrypted with the public key contained in the digital 
certificate of the concerned  
 
5.2.4 ADMINISTRATION REQUIREMENTS  
Administration requirements can be defined as internal government requirements which need 
to be achieved by the proposed connected service delivery model. The most common 
administration requirements are:  
 
Authentication at administration level and between government constituents: Government 
agencies as service providers should be authenticated before retrieve, call or request the service, 
this will help to orchestrate and route services in the middle ware (ESB) and help to store 
service retrieval index for statistical purposes, and this index can also be used to measure 
service uptake and consumption rate by the service providers and consumers.   SOAP will be 
the primary communication protocol between connected service providers over the SOA; 
authentication can be assured through a digital signature in SAML assertions contained in the 
exchanged SOAP messages. The signature will be executed in accordance with the eGIF 
guidelines set by the eGovernment initiatives in an attempt of not interfering with the 
interoperability constraint of the proposed architecture. During the signature validation for this 
SAML assertion, the authenticator (in this case a Service Provider Authenticator) will try to 
find a Validation Alias element with the value of its Key attribute. This alias references a 
certificate in the Key Store that will be used to check the signature validity. Depending on the 
privacy, security and confidentiality of the closely connected service, a certificate of each 
service provider involved in the completion of that service will be required.  On the other hand, 
citizen authentication is equally vital for the government agencies, service providers and 
consumers. The government agencies must be able to authenticate a citizen interacting and 
requesting a service. The proposed model authenticates users by using (Security Assertion 
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Mark-up Language) SAML as an XML standard for exchanging authentication and 
authorization data between security domains. SAML has the feature like platform independent 
and is mainly applied to Single Sign-On (SSO) (Yoon Jae Kim, 2009).  
 
Interoperability in terms of service delivery: Interoperability is an ultimate goal of service 
oriented design paradigm. It is an attempt to make all cross organisational systems and 
applications work together in an interoperable manner. As governments have been planned and 
organised with vertical structures, each government department aligned to deliver particular 
services. Therefore, heterogeneity in the technologies and the platforms has emerged. This 
heterogeneity and lack of universal standards can be overcome by using the service oriented 
approach, which will allow the co-operation between heterogeneous systems due to its 
universal independent platform, whereas different applications with different source codes can 
interconnect in services manner, each service must conform to the web service based on 
service-level agreement listed in eGIF guidelines set by the eGovernment initiatives.  
 
Data integrity and confidentiality: Exchanged SOAP messages over the ESB will have an 
attached digital signature which makes it possible to the governmental agency to verify 
certificate for data validation purposes. Digital signature will also be extended to the SOAP 
message in accordance to the WS-Security specifications based on SAML open standard data 
format. When digital signatures are enabled, the authenticator will look at the Validating Alias 
table for an entry that matches the value of the Key attribute with the host name of the Issuer 
of the SAML assertion. 
 
Public service integration: Governments are looking into integrating most of their interactions 
of G2G, G2C, G2E and G2B into a convenient, seamless and single point of access portal, 
through which public services can be accessed, utilized and completed. A service orientation 
approach to integrate services is technically effective and realistically achievable due to 
undependability nature of SOA of any vendor, product or technology. Moreover, web services 
deployment over SOA will reinforce reusability of public service to improve the internal 
constancy of shared services, increase service quality through multiple testing cycles by 
different service consumers and reduce the number and internal complexity of services. 
Connecting public service based on service oriented architecture will enable government 
agencies to create services by wrapping the existing applications and reuse them to assemble 
new and composite applications.  
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5.3 INTEGRATION FRAMEWORK FOR INTEROPERABILITY OF CONNECTED 
SERVICE DELIVERY (IFICS) 
 
The multifaceted nature of the government organisational and technical structures resulted in 
increasing the complexity of the service delivery. However, as connected service delivery 
requires government departments to cooperate and collaborate across organizational borders to 
provide connected services, a cross interoperable system has to be introduced. Integration 
framework for interoperability of connected services is an efficiently achieved philosophy that 
provides an inclusive answer to all problems stem from shared services, and all other cut-cross 
services that require two or more governmental departments to cooperate efficiently and 
effectively to provide. Integration framework for interoperability of connected services (IFICS) 
will help connect all actors involved in service delivery in an integrated environment, and 
provide an effective means of communication between all of those actors to share data, 
information and services in a constituent and consistent manner. IFICS is formed as an 
interconnected structure that offers an integrated environment for all actors to communicate 
together in a seamless manner, through using Enterprise service bus technology, an integrated 
medium for all involved actors to be plugged onto the system, without having to deal with 
migration technical issues and legacy problems. As a result, government agencies are expected 
to publish their existing services in a form of web services into the ESB and make them 
available to other systems to use, share and utilize using a unified web service description 
framework based on SOA. Considering the requirements from citizen and government 
agencies, a multi-tier architecture should be introduced in order to logically separate 
presentation, application processing, and data management functions in eGovernment 
applications, which would enable various existing eGovernment applications to be integrated 
with new ones in extensible fashion.  
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Figure 5.2: Integration framework for interoperability of connected services (IFICS) 
 
IFICS is architecturally split into four layers, namely: the client layer, the presentation layer, 
the application layer and the data layer. The framework presumes a full implementation of a 
secured government network though which connectivity and document exchange amongst 
government departments is provided. 
 
Client layer is where users access the application, and considered the main access channel for 
citizens, businesses and government agencies to access government services and information 
through a single access consolidated browser based interface. Access channels will enable 
clients (a citizen or a business) to connect through the browser, it will interact with the 
application layer via the presentation layer .The communication with the presentation layer will 
be established using the HTTP protocol secured by SSL. The need of HTTPS protocol (HTTP 
over SSL) stems from current security threats circling the Internet, and the sensitivity of data 
being exchanged over the network, which will exponentially increase user trust on online 
government services. On the other hand, the use of digital certificate will enable clients to use 
HTTPS to verify the identity of the connected site. 
132 
 
  
Government agencies will directly interact with the application layer when successfully 
authenticated. As a service consumer, government agencies will be connected to service 
discovery engine, which will enable government agencies to invoke and request governmental 
services through the application layer. The communication with the application layer will be 
established through the implementation and utilization of SOAP over HTTP. Using HTTP will 
enable the bypass of the conventional firewalls in distributed applications (Sellami et al, 2007) 
, and will highly assist to maintain a higher degree of confidentiality and integrity of the 
exchanged messages over the ESB, as SOAP messages will be digitally signed according to 
the WS-Security specifications and conformed to eGIF. 
 
The presentation layer acts as an intermediary tier between the client layer and the application 
layer.  It manages the interfaces for the clients interacting with the eGovernment application. 
The presentation layer contains web server to handle requests from clients connected via web 
browsers, as well as a WAP server for mobile clients. The technical and architectural separation 
between the presentation layer and the application layer provides a better accessibility via 
different channels such as web browsers and mobile clients without changing the application 
implementation. This separation of concerns will provide better data integrity over the national 
network. The communications protocol with the application layer will be using SOAP over 
HTTP.  
 
The application layer is the core of the integration framework for interoperability of connected 
services (IFICS) and it consists of the following components and elements as illustrated in 
figure 2: 
 
Enterprise Service Bus: ESB is used in order to replace the point to point approach with a 
single, centralized place to integrate systems, and it does so in a service-oriented manner. The 
ESB will play a vital role in the structure as it will be used to discover, bundle and deliver 
agencies eservices. The bus provides message delivery services based on standards such as 
SOAP, HTTP. The ESB is utilized for high-throughput, guaranteed message delivery to a 
variety of service providers and consumers. It enables the use of multiple protocols and 
performs transformation and routing of service requests. The ESB enables services to interact 
with each other based on the quality of service requirements of the individual transactions, and 
will exhibit the following capabilities: 
133 
 
 
Communication  
The ESB will support routing of messages and addressing of massaging style as 
request/response between service requestor and service provider, and publish/subscribe 
between service providers and service repository (El Haddad, 2009). SOAP will be 
implanted as a transport protocol within the ESB in order to make all services widely 
available. This will enable location transparency and service substitution, which will 
eventually enable the decoupling of the consumer view of services from their 
implementation through the service panel. 
 
Interaction  
ESB will provide an interface definition format and associated messaging model (such 
as WSDL and SOAP) to allow the decoupling of technical aspects of service 
interactions. 
 
Management and autonomic  
ESB will provide a consistent administration model across a potentially distributed 
infrastructure, including control over naming, routing, addressing, and transformation 
capabilities, which will lead to efficient services management in the government 
(Balani, 2010).  
   
Service Repository (SR): a centralized database structure where all available government 
services are stored and published. The service repository integrates information about a service 
from multiple sources and stores it in a centralized database. Service information may include 
design artefacts, deployment topologies, service code repository and service monitoring stats. 
The service repository will consist of services registry that contains service descriptions, 
service contracts and service policies that describe a service like determining a service end-
point address at runtime based on the service unique name or ID.  
 
Service Submission, Verification and Validation system (SSVVS): A system that enables 
service providers to publish and submit their web services through the IFICS in the service 
repository, as government entities wish to plug their services must comply with a predefined 
eGIF, such system will ensure a high level of compliance from the service providers. 
 
134 
 
Service Discovery Engine (SDE):  This engine is plugged into the ESB for the purpose of 
finding a suitable service for a given task or applications. SDE are containers that host the 
business logic and processing rules of the service components. SDE process the message 
information received from the Service Infrastructure. SDE will match the needs of the service 
requestor/consumer with the appropriate service provider in the service repository, in the basis 
of, when a service is invoked; SDE will request a list of services from service repository and 
reply with a list of services that fit the requirements of the requestor. The clean functional 
separation between service repository and service discovery engine will create efficiency, clear 
lines of security and functionality of the increasing number of web services, and help to control 
the complexity associated with newly emerged composite web services from combining two 
or more other web services. 
 
Integration Adapters: Are connectors and adaptors for all required technologies, message 
formats and protocols available. Depending on the ESB solution a government is 
implementing, sometimes not all clients and services are able to understand the protocols and 
messages formats the ESB uses natively. As such there is a need to be able to bridge between 
ESB end points. 
 
Service Orchestration Engine: Are software engine built on top of the message-oriented middle 
backbone of the ESB.  These orchestration engines are capable of orchestrating long-running 
business transactions through stored state. It primarily serves as a coordinator and manager of 
conversations among web services. Such orchestration can be simple logic such as single two 
ways conversation or a nonlinear complex and multistep government transaction with 
exception handling and compensation logic.   
 
Service Index: An artificial intelligent agent to monitor service contract adherence and ensures 
correct service delivery. It will play a key role in support service consumer choosing a service 
with appropriate metrics. Service index will also be used for the service prioritisation process 
in iterative pattern, led by transaction criteria and stakeholders perceptions. It will provide an 
impartial view of service phasing, planning, consumption, and collect data in order to identify 
key services for portal personalization methodology. 
 
Data layer will allow government departments to maintain their data model and backend 
system. As such, government departments in the service provision side will be expected to 
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publish their applications and services in a form of web services. That can be achieved by 
plugging directly onto the Service Submission Verification and Validation Server to ensure the 
best compliance with a predefined eGIF, and the service-level agreement. 
5.4 PROPOSED ELECTRONIC GOVERNMENT INTEROPERABILITY 
FRAMEWORK  
 
EGovernment Initiatives should issue an architectural guideline for government entities 
wishing to implement and integrate their web services into the eGovernment designated ESB. 
The E-service Architecture Guideline serves as an initial reference to all architectural standards 
to be distributed and used by various eservices implementation projects.  In order to guarantee 
an adequate level of service integration, procurement, deployment, all government entities are 
required to comply with this architectural guideline. The table 2 sums up the most significant 
rules which government entities are required to comply with, as well as the standards whereas 
TAL service has to be planned, designed and structured around. 
 
 
No. The Rule Phase  
1 Comply with UDDI standards  eService Publish  
2 Understand the Guaranteed delivery feature  eService Publish  
3 WS – Addressing  eService Design 
4 WS – Policy  eService Design 
5 WS – Coordination  eService Design 
6 WS – Atomic Transaction  eService Design 
7 WS – Business Activity  eService Design 
8 WS – Brokered Notification  eService Design 
9 WS – Topics eService Design 
10 SLA (Service Level Agreement) contracts   eService Deployment  
 Table 5.1 – Proposed eGIF 
WS – Addressing  
WS-Addressing provides transport-neutral mechanisms to address Web services and messages. 
Specifically, this specification defines XML elements to identify Web service endpoints and to 
secure end-to-end endpoint identification in messages. This specification enables messaging 
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systems to support message transmission through networks that include processing nodes such 
as endpoint managers, firewalls, and gateways in a transport-neutral manner (W3C, 2011).  
 
WS – Policy  
The Web Services Policy Framework (WS-Policy) provides a general purpose model and 
corresponding syntax to describe the policies of a Web Service. WS-Policy defines a base set 
of constructs that can be used and extended by other Web services specifications to describe a 
broad range of service requirements and capabilities (W3C, 2011). 
 
WS-Coordination 
This specification describes an extensible framework for providing protocols that coordinate 
the actions of distributed applications. Such coordination protocols are used to support a 
number of applications, including those that need to reach consistent agreement on the outcome 
of distributed activities (IBM,2009). 
 
WS-AtomicTransaction 
This specification provides the definition of the atomic transaction coordination type that is to 
be used with the extensible coordination framework described in the WS-Coordination 
specification. The specification defines three specific agreement coordination protocols for the 
atomic transaction coordination type: completion, volatile two-phase commit, and durable two-
phase commit (IBM, 2009). 
 
WS-BusinessActivity 
This specification provides the definition of the business activity coordination type that is to 
be used with the extensible coordination framework described in the WS-Coordination 
specification. The specification defines two specific agreement coordination protocols for the 
business activity coordination type: Business Agreement With   and Business Agreement with 
Coordinator Completion (IBM,2009). 
 
WS – BrokeredNotification 
WS-BrokeredNotification defines the Web services interface for the Notification Broker. A 
NotificationBroker is an intermediary which, among other things, allows publication of 
messages from entities that are not themselves service providers. It includes standard message 
exchanges to be implemented by NotificationBroker service providers along with operational 
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requirements expected of service providers and requestors that participate in brokered 
notifications. This work relies upon WS-BaseNotification and WS-Topics, as well as the 
"Publish-Subscribe Notification for Web Services" document (IBM,2009). 
 
Service-level agreement  
A service-level agreement (SLA) is a part of a service contract where the level of service is 
formally defined. In practice, the term SLA is sometimes used to refer to the contracted delivery 
time (of the service) or performance. As an example, internet service providers will commonly 
include service level agreements within the terms of their contracts with customers to define 
the level(s) of service being sold in plain language terms. In this case the SLA will typically 
have a technical definition in terms of mean time between failures (MTBF), mean time to repair 
or mean time to recovery (MTTR); various data rates; throughput; jitter; or similar measurable 
details. 
5.5 CONCLUSION  
 
The prerequisite for effective information and data sharing between government departments 
is technical interoperability. This Technical level interoperability deals with the technical 
aspects of interconnecting government systems and standardisation of data format and data 
exchange protocol, and the extensive use of web services, all these elements can serve 
purposefully towards the concept of Service Oriented Architecture SOA.  This chapter 
investigates the connected public services delivery through the integration of back office 
processes. It provides an interoperability integration framework that connects closely 
coordinated services based on Service Oriented Architecture, in an attempt to align the 
organizational structures and processes of different government departments (Service 
Providers). As we believe that this integration is not only necessary but also critical and crucial 
at this stage of e-government implantation in developing countries. The framework provided 
in this chapter provides a high level of semantic integration through the deployment of Service 
Oriented Architecture (SOA), Enterprise Service Bus (ESB) and Web services, which will help 
to integrate the process of public service provision for best use by the end user, as well as to 
avoid duplication and redundancy in government agencies. 
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The chapter presents an opportunity for researchers to assess the needs to improve public 
service provision and evaluate the effectiveness of different models. Researchers can also help 
in identifying areas where savings can be made or where services could be delivered more 
effectively. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
139 
 
CHAPTER 6: INTEGRATION CASE STUDIES 
6.1 INTRODUCTION  
Governments and other public institutions around the world are under increasing pressure to 
provide practical evidence in support of policies, decisions and practice on how to integrate 
services rather than necessity to integration. Consequently, this chapter is in a particular 
importance for government officials working on eGovernment implementation projects, as it 
provides rich insights into how to integrate public service using evidence-base case study of 
existing government services, as well as contribute to an understanding of good practice and 
what works. The chapter also examines the underlying systemic difficulties in public service 
provision, and doesn’t suggest combining or joining up three deferent service providers or 
eliminating the structural or organisational borders between them, but alternatively, it presents 
a manoeuvre to integrate the current eservices across organisational border. 
 
This chapter provides an efficient use case example of integrating some of the currently 
existing online services in the Jordanian e-government platform. A set of eservices in the 
Jordanian e-government portal have been investigated, namely Vocational Licensing (VL) and 
No Criminal Record Certificate (NCRC) and Tourism Agency Licensing services are presented 
as a realistic case study to implement the suggested integration framework. This chapter also 
demonstrate the proposed integration frame work to another case study, as Custom Clearance 
Agent Licensing services.    
 
The chapter presents an opportunity for researchers to assess the needs to improve public 
service provision and evaluate the effectiveness of different models. Researchers can also help 
in identifying areas where savings can be made or where services could be delivered more 
effectively. 
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6.1.1 CULTURAL SENSITIVITY 
 
It is evident that connected government and public service integration is not merely the 
computerisation of government systems, thought it might be arguable that the early broader 
definition of electronic government encompasses this notion, however, connectedness and 
integration needs to be defined beyond the ability and capacity of technology in achieving high 
level improvements in overall governance model, to include local and national stakeholders 
participation ,involvement and the national culture, this initiative should promote new roles for 
governments and citizen, as government work with citizen rather than for them. In fact this 
research discusses the changing nature between the government and other stakeholder in the 
governance strategy and management, as it instigates how citizen, businesses and other non-
governmental organisations (NGO) can benefit from this integration and connectedness aspect 
of electronic government to cope with emerging humanitarian crisis.  
 
Technology is influenced and may be changed by decision makers and stakeholders to fit the 
implementation context. By doing so, norms, structures, mind-set and work systems that 
constitute the context should ideally be considered to reflect best practice. This is due to the 
belief that understanding what electronic government entails should help in achieve its intended 
objectives and realise high levels improvements in various areas of government, where 
stakeholders, especially those who work alongside and with eGovernment implementation can 
support the development and realisation of eGovernment implementation. In the Arab world, 
societal culture attitudes can help shape organisational culture attitudes towards ICT adoption 
(Twati and Gammack, 2006). Noting that countries of similar economic levels adopt ICTs at 
different rates, Erumban and de Jong (2006) argue that national culture and societal conditions 
affect successful ICT uptake. Whilst many conventional interpretations assume that the 
national cultural values of employees directly influence organisational cultures this has been 
strongly challenged (McSweeney, 2002). In the Jordanian context, some literatures have 
reviewed the impact of the culture and cultural identity on the ICT applications, according 
Westrup (2003) in their paper “taking culture seriously” which was published in the completely 
different geopolitical conditions, ICTs was being redefined as a means for developing Jordan 
and as a means of creating a new sense of Jordanian identity, with clear emphasis of the role 
of the king in shaping this cultural identity.  “The active involvement of the King is an 
important feature of this approach.  The cultural milieu of Jordanian society is being changed 
141 
 
so that ICT usage and expertise becomes seen as an important aspect of Jordanian capabilities” 
(Westrup et al, 2003).   
 
Some societal aspects of the modern Jordanian society influence attitudes in regards to 
eGovernment adoption and management. The current demographical environment in Jordan 
features a range of different cultural attributes that have the potential to influence the degree to 
which public service can be integrated, some of those attributes includes, but not restricted to, 
digital divide in ICT perception between different genders and ages. Rabaa'i and Gammack 
(2008) stated in their research that although women in Jordan are literate, educated and free to 
move, Jordanian society respects the belief, (common in the Arab world) that the sexes, while 
equal, should have distinct roles, this is apparently reflected in the under-representation of 
Jordanian women in the overall work force and in particularly in administrative and managerial 
positions (5%) (Tzannatos & Kaur, 2000). Rabaa'I stressed that this cultural and structural 
exclusion of women from meaningful roles in ICT workforces or relegation to a subculture of 
administration means that important human, social and organisational factors may be neglected 
in information systems implementation, thus affecting success (Beekhuyzen, 2001), and in 
shaping management style more generally.  
 
The cultural sensitivity in Jordan in this research is tackled from the cultural nature of the 
relationship between government and citizen, this cultural-political view shall differentiate 
Jordan from other surrounding countries in terms of eGovernment implementation. Political 
culture is defined as “set of attitudes, beliefs and sentiments that give order and meaning to 
a political process and which provide the underlying assumptions and rules that govern 
behaviour in the political system” (Caldwell, 1996). This political culture has been greatly 
affected by the role of the king and the national trust by which citizen interact with government 
overall. Another predominant attribute of this distinctiveness of the Jordanian cultural 
sensitivity is the feature of inherently embedded favouritism and nepotism in almost all 
government aspects. Jordanian favouritism style is derived from the societal and social nature 
of the Jordanian national fabric, this has, to a certain extent, impacted on the workflow of 
almost every governmental transactions, and undoubtedly, this favouritism (Wasta in Arabic) 
has been very dominant theme in the data analysis of chapter 3, as public service employees, 
at several phases of the research, pointed at this cultural national phenomenon, and that the 
successful implementation of eGovernment requires high considerations of this phenomenon.  
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Despite the widespread of the culture of favouritism (wasta), Jordan still performs better than 
most other neighbouring countries, and Jordanian government has drafted an anticorruption 
law (adopted by the Jordanian Parliament only after the conclusion of the present study). In 
addition, a second initiative has been undertaken in the form of a recently issued ‘National 
Agenda’, which emphasises the need for public sector reforms as a tool for business promotion 
According to Alomari (2012), some cultural aspects, specifically, Attitudes and beliefs are 
proposed to be significant factors influencing e‐government adoption in Jordan. Alomari’s 
research demonstrated that the government in Jordan needs to understand the extent to which 
religious beliefs influence citizens to adopt e‐government. The same research examined beliefs 
in terms of fear of job loss, finding that the less that people believe that e‐government will lead 
them to lose their job, the more they intend to adopt e‐government.  
 
6.2 AN OVERVIEW OF THE CASE STUDY 
 
The recent reforms in Jordanian government’s structure and organization, which was 
accompanied by the technological transformation through the adoption of e-government 
systems, have led to the emergent of a new set of services that can be simply described as 
closely coordinated. While these services are inherently connected, they are highly dependent 
on each other as demonstrated in the Figure 6.1. Online licencing services have been flagged 
up as the most demanded services in developing countries (CSTransform, 2011). Therefore, 
Jordanian e-government program immediately responded to the call and encouraged 
governmental constituents and service providers to offer online licensing services. As a result, 
a form of services and processes integration in relation to service delivery has emerged, 
explicitly in services such as Vocational Licensing (VL) and No Criminal Record Certificate 
(NCRC) and other closely coordinated services which cannot be completed without fulfilling 
other dependent services.  
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From legal and organizational perspectives, in some scenarios these services are prerequisite 
to each other and the service cannot be fulfilled without validating the preconditioned service. 
An example of these closely coordinated services is the licensing services in Jordan, as most 
of the licensing services require either applying for a Vocational Licence (VL) and a Non-
Criminal Record Certificate (NCRC). 
 
 
 
 
 
 
 
 
 
 
 
 
Figure 6.1: Public Service Dependency 
 
VL Vocational license is a document that formally enables companies to operate within the 
Municipality of Greater Amman. This basic information characterizes the business itself and 
serves as a reference for physical inspections of the Municipality of Greater Amman 
representatives. Anytime the business information changes, it requires official update of the 
vocational license. A vocational license must be renewed annually (Jordanian e-Government 
Program, 2006). 
 
NCRC No Criminal Record Certificate is a certificate that is requested from Jordanians or non-
Jordanians residing in Jordan (in this case the certificate indicates no-criminal record in Jordan 
only) in order to apply for a vacancy in public sector or in some private companies. The 
certificates are also necessary for obtaining a license for opening a particular type of business 
such as Internet cafe. There are no regulations regarding the validity period of the certificate. 
Generally, certificates that are not older than 3 months are accepted (Jordanian e-Government 
Program, 2006). 
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These services are provided by different agencies and can be access and utilized from several 
locations and different websites, and yet required for several professions licensing such as 
Child Care (Nursery) and Licensing Tourism and Travel Agencies (TAL) as depicted in the 
figure 3. The service that requires the completion of other service or services will be named in 
this chapter as dependent service. Jordanian government provides links to these disparate 
systems from its e-government portal. Citizens will eventually get forwarded to different 
portals to complete the requested services, which is in nature similar to the conventional 
approach of requesting the citizen to physically visit two or more governmental departments to 
complete a service. 
 
In the domain of dependant services such as TAL, the service is subject to validate by two 
preconditions, which are obtaining a Vocational License and presenting valid a Non-Criminal 
Record Certificate as illustrated in Figure 3. Consequently, citizen now is required to visit three 
different portals, with three different login details, to fill in three similar online forms in order 
to get a service completed. 
 
The first portal is provided by a service provider which is Ministry of Tourism and Antiquity 
(MoTA), the second service (NCRC) is offered by the Ministry of Justice and the third portal 
is provided by the Greater Amman Municipality. Figure 3 illustrates the current technical 
overlap between the two services (VL and NCRC) and the dependant service such as TAL, NL, 
LCC and LCSER. 
 
A significant number of government services require the completion of two other major 
services (VL and NCRC) in order to be fulfilled and delivered to client. The vast majority of 
these government services is likely to share a common procedural and information flow, but in 
the end, they all need to be validated legally by verifying the eligibility of the applicant through 
NCRC, and professionally through the process of issuing Vocational License VL. This has 
contributed to the emergence of new aspects of eGovernment interoperability, namely as 
organisational interoperability, semantic interoperability and technical interoperability.  
 
Connecting these services has the effect of changing the relationship between the components 
that provide or manage them. In some cases, these components will need to be more closely 
coordinated, and this may be achieved by a combination of new technological mechanisms and 
organizational/ administrative measures, or even by reorganizing the structure of government. 
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If the responsibility for delivering a service is split between several departments, this is likely 
to result in higher costs as well as bigger margin for error and delay. 
6.2.1 CASE STUDY (1): TRAVEL AGENCY SERVICE BACKGROUND (TAL) 
A travel agency is a private retailer that provides tourism related services to the public on behalf 
of suppliers such as airlines, car rentals, cruise lines, hotels, railways, and package tours Ref. 
In order to start a tourism business in Jordan, a license of travel and Tourism Company and 
office must be obtained from the Ministry of Tourism and Antiquates (MoTA), this license 
allows registrant to carry on the following activities: 
 Sells, resells, or offers to sell travel tickets 
 Sells or arranges travel with accommodation 
 Makes or offers to make travel arrangements 
 Advertises any of the previously mentioned activities. 
 
The Travel Agency Licensing (TAL) service was chosen because it doesn’t only require the 
competent authority but the implication of at least three governmental administrations, which 
are called dependant services in this chapter. The service is basically applying for a license of 
Travel and Tourism Company and Office and review the application. Traditionally, the TAL 
service life cycle involves a chain of interconnected procedures, each of which takes time and 
effort to be fulfilled. However, in line with the eGovernment national agenda, the Ministry of 
Tourism and Antiquities has carried out several technical improvements in terms of the services 
provided, as a result, an optimised version of the ministry’s website has recently been launched 
as part of an outsourced contract with imagine technology.  
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Figure 6.2: TAL Service Life Cycle 
 
According to the TAL Life Cycle Figure 6.2, when a service consumer begins with the 
procedure, an initial application should be submitted at the MoTA, stating the business 
operations, plans and all other related details, which will enable the MoTA to determine the 
eligibility, exemption and accordingly provide the permissions required in order to obtain the 
License. At this stage, service requestor is required to provide a No Criminal Record Certificate 
(NCRC), a Vocational License (VL) which should be acquired previously, and a commercial 
name registration with phrase travel and tourism, and commercial record certificate with capital 
of no less than 50,000 JD for travel and tourism purposes, and trademark, if any, all issued by 
Ministry of Industry and Trade, issue date not to exceed 3 months from application date.  
 
Consequently, the MoTA will issue an initial approval _Valid for 30 days_ for the service 
requestor to carry on in the business establishment process. In the following step, the service 
requestor is expected to present a bank guarantee and employees contract for five employees 
at least, and then the MoTA will carry out an inspection to verify all the stated specification. 
In the next stage, a JTTAA (Jordanian Travel and Tourism Agencies Association) membership 
must be submitted along with the licensing application. At the last stage, a certain amount of 
fees must be paid to the MoTA and the approval is to be issued within two to four weeks. 
 
The explicit overlap between TAL service and NCRC and VL services underpins a necessity 
to integrate the three different services without having to eliminate the organisational 
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boundaries between the government entities that provide them. As part of the eGovernment 
implementation in Jordan, all ministries and government agencies were encouraged to move 
their presence onto the web, by having a website that concludes basic information and some 
valid application forms that might be required by citizens. Accordingly, some of the services 
that can be labelled as the most commonly used services have moved online, like NCRC and 
VL, in an attempt to ease access to these services and provide constant delivery of common 
services. Nevertheless, public service consumer still has to visit three different websites and 
verify his personal details several times in order to complete a service.   
6.2.2 THE ONLINE SERVICE ARCHITECTURE OF TAL  
Applying for Tourism and Travel Agency License requires the customer to follow a set of 
procedures predefined by the competent authority, in the case the Ministry of Tourism and 
Antiquities (MoTA). Traditionally, if a citizen wants to apply for a Vocational License for 
Tourism Agency Licensing, the current procedure requires completing at least three main 
forms, provided by three different authorities, which are the ministry of Tourism (MoTA), the 
Ministry of Justice (MOJ) for the purpose of No Criminal Record affirmation, and Greater 
Amman Municipality (GAM) for vocational licensing purposes, as depicted in Figure 6.3. 
 
 
 
 
 
 
 
 
 
Figure 6.3: TAL, NCRC and VL Services Online Presence 
 
The service consumer is actually dealing in this case with a composite service that consists of 
two other dependant services, which are No Criminal Record Certificate (NCRC) provided by 
MOJ and Vocational License (VL) provided by GAM, without fulfilling these dependant 
services, ministry of tourism in Jordan cannot issue a travel agency license. All necessary forms 
are available on the internet in an online format, as it can be seen in Figure 6.3. Typically, the 
procedure begins with MoTA, as an online registration is essentially required to log in the 
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system, therefore, the citizen has to visit the competent department physically, and that usually 
through calling the ministry, make an appointment, and eventually, the process ends with 
acquiring an account, which will allow the citizen to access the online form.  
 
In the following step, citizen has to apply for a Non-Criminal Record Certificate, and that 
requires the citizen to follow the same conventional procedure, except in this case, a signing 
up process at the portal is provided, so citizen can fulfil this service online. The portal provides 
a means of communication with the potential citizen to apply for a new NCRC, or review and 
edit an existing application. In order to complete the service, citizen has to apply to Vocational 
License online, this service is provided by GAM, and it provides several features to the end 
users ranging from applying for a new license, edit an existing license, and verify the status of 
a license. However, registration process for a new account has to be done physically thorough 
the GAM.  
 
Service  Vendor  Platform Link 
NCRC Optimiza JSPX https://ncrc.moj.gov.jo/NCRCApplication/faces/
com/moj/ncrc/issuingncrc/customer.jspx 
VL Optimiza ASPX http://www.ammancity.gov.jo/ar/eservices/login.
asp 
TAL ESKADEN
I 
ASP.NET 
 
http://professions.mota.gov.jo/ 
Table 6.1 – Current Online service providers  
 
Despite the fact that all forms are available online, the process involves a set of procedures that 
are no different than the traditional procedure, which requires citizen to be presented in each 
governmental department and interact directly and physically with the service provider, as well 
as the same data is being entered multiple times which will increase the possibility of negative 
data redundancy and duplication. As a result, the process of applying for TAL is time 
consuming, labour intensive and costly from government oriented view, and multifaceted, 
multi procedural steps and long process from citizen oriented view. 
 
Moreover, the current state of TAL clearly indicates the lack of coordination between 
government services and governmental entities. It points out an ambiguity and inefficiency in 
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procedures performed due to electronic flow of documents, high costs related to managing 
services across the government and external entities and the extensive time that is needed to 
complete the service. 
6.2.3 INTEGRATION FRAMEWORK FOR TAL, VL AND NCRC 
Integrating public services based on a service oriented approach needs to rapidly transform 
existing government applications, data, and content into web services using a completely non-
intrusive approach that requires no fundamental changes to the existing applications.  
 
Service provider side: 
 
In order to implement TAL, VL and NCRC in the proposed integration framework, common 
goals and shared purpose by public services organisations need to be developed, particularly 
in front line mode, in this case, Ministry of Justice (MOJ), Greater Amman Municipality 
(GAM) and Ministry of Tourism (MOT), which will lead to respond effectively to the 
increasingly complex demands of increasingly sophisticated consumers of public services with 
multiple needs and life challenges. The technical vertical structure of the mentioned ministries 
poses a major interoperability challenge, as backend and legacy systems of service providers 
are developed, maintained and administrated in distinctive environments. Therefore, service 
providers are expected to cooperate and collaborate by addressing a cross-cutting policy, 
strategic and operational demands of public services.  
 
As TAL is a shared and closely coordinated service, service providers involved in TAL service 
are expected to transform their shared and existing applications and online systems to 
asynchronous web services, with a standard message-based interface using the same 
interoperable language SOAP. Those applications can be agreed upon within the government 
department depending on citizen demands, degree of digitalisation and level of dependency by 
other services. Web services need to be conformed to a predefined legal, technical and 
organisational exercise intends to resolve and prevent issues arising from incompatible content 
of different computer systems, namely electronic Government Interoperability Framework 
eGIF. EGovernment initiatives should produce a set of architectural guidelines to serve as an 
initial reference to all architectural standards to be distributed and used by various eservices 
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implementation projects. In case of Jordan, the compliance to the Jordanian eGIF release 1.0 
needs to be met before service providers can publish their web services.  
 
Involved service providers in TAL service should publish their web services, namely TAL, 
VL, and NCRC onto the ESB, the Service Submission, Verification and Validation Server will 
validate and verify the submission and confirms compliance with eGIF. The technical 
separation between the data layer and application layer will help to maintain a high level of 
security, as well as allowing government departments to restrict direct access to their internal 
systems, which would reduce cross organisational resistance to minimum levels.  
 
Service consumer side: 
 
Service consumer, citizen, business or government department will connect to eGovernment 
portal via the provided access channels. Government services will be offered and presented on 
the portal based on predetermined agreement between eGovernment initiative program and the 
service provider. Service consumer is expected to login to the web service of issuing a tourism 
agency licence through the application interface via service discovery engine. Once 
authenticated successfully based on TAL WS-Authorization, service consumer will be 
prompted to fill in the electronic application form with the necessary information that meet the 
requirements of tourism agency licensing service of MoTA.  
      
As demonstrated in figure 6.4, the next procedure in the service life cycle is to present a valid 
NCRC and VL, as these service should ideally be published as web services, the service 
orchestration server should be notified when a shared service is invoked, which is in this case 
TAL. At this point of the application, TAL service will verify a valid NCRC and VL based on 
its WS-Policy, and accordingly, invoke NCRC web service and VL web service under the 
monitoring of the service orchestration server. Once web services are invoked, the service 
index will record the process for future use. This invocation will generate four different 
scenarios: 
 
1- New service consumer. In this scenario, TAL service consumer has neither obtained 
NCRC nor VL. Once TAL web service is invoked and the initial electronic form is 
filled, TAL will invoke NCRC web service and exchange the required data for the 
application using XML messages. This will lead the additional fees of a new NCRC 
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application to be added to TAL application. As the consumer is new, TAL web service 
will also invoke VL and exchange the necessary data, due to the nature of VL 
application based on VL WS-Context, further details may be required, as such, service 
consumer will be notified to fill in the required information, and a new application fee 
will be also added to the total amount. Considering the time needed to TAL, NCRC and 
VL, consumer will be issued a TAL ID, NCRC ID and VL ID through email or SMS, 
and pay the total application fees through the e-payment gateway shared service. See 
figure 6. 
 
2- Returned service consumer, NCRC valid. In this Scenario, TAL service consumer has 
previously obtained NCRC but has not yet applied for VL. Once TAL web service is 
invoked, TAL will invoke NCRC web service and verify the validity of the application, 
if successfully granted by a valid NCRC ID, TAL web service will invoke VL, in this 
case VL is not valid, TAL web service will exchange the necessary data, due to the 
nature of VL application based on VL WS-Context, further details may be required, as 
such, service consumer will be notified to fill in the required information, and a new 
application fee will be also added to the total amount.in the end, TAL consumer will be 
issued TAL ID and VL ID through email or SMS. 
 
3- Returned service consumer, VL valid. In this Scenario, TAL service consumer has 
previously obtained VL but has not yet applied for NCRC. Once TAL web service is 
invoked, TAL will invoke NCRC web service and verify the validity of the application, 
as NCRC is not obtained, TAL will exchange required data for the application using 
XML messages. This will lead the additional fees of a new NCRC application to be 
added to TAL application. In the end of the application, consumer will be issued NCRC 
ID and TAL ID. 
 
4- Returned service consumer, NCRC and VL valid. As illustrated in figure 6, in this 
Scenario, TAL service consumer has previously obtained NCRC and VL. Once TAL 
web service is invoked, TAL will invoke NCRC web service and validate the 
application, if successfully granted by a valid NCRC ID, TAL web service will invoke 
VL web service and validate the VL ID. As both IDs have been previously obtained, 
consumer will pay the application fees through the e-payment gateway shared service. 
TAL will issue an ID and initial license approval for 30 days. 
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Figure 6.4: Web services invocation Scenarios 
 
Once service consumer is issued TAL ID, the application will be forwarded to the licensing 
committee in MOTA to make a decision based on the information provided, if further details 
are required, service consumer can always check the status of the application and supply the 
information as needed. If the application has been approved, service consumer will be send a 
notification email or SMS.  
 
In light of the TAL service requirement, the case study of TAL service concludes that the 
development of egovernment applications and public services in form of web services will 
potentially offer several advantages which can be described as follows: 
 
1- Web services will allow government to integrate disparate applications and data formats 
with relative ease. TAL, NCRC and VL Web services will be highly interoperable and 
fully integrated on both servicer provider and consumers sides. Service provider can 
maintain their internal legacy systems and data integrity while making it possible for 
service consumers to use their web service. Using WSDL definition, service consumer 
can effectively exchange data with the service, in a way that neither part needs to know 
how the other is implemented or in what format its underlying data is stored. 
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2- Web services usability will help reduce data redundancy and multiple form interaction. 
When TAL, VL and NCRC services are implemented as web services on the ESB, 
service consumer doesn’t have to be redirected to different applications and websites, 
as service can be completed through the same application interface, which will not only 
reduce data redundancy but also reduce the time needed to complete the service. 
 
3- The successful implementation of TAL, VL and NCRC will lead to reduce the load of 
procedural workflow required to complete the service, as well as reduce the workload 
of employees in different government departments. 
 
6.3 CASE STUDY (2): CUSTOM CLEARANCE AGENT LICENSE BACKGROUND 
(CCAL) 
 
A custom clearance agent is a private company that involves the clearing of goods through 
customs barriers for importers and exporters (usually businesses). This involves the preparation 
of documents and/or electronic submissions, the calculation and payment of taxes, duties and 
excises, and facilitating communication between government authorities and importers and 
exporters. In order to qualify for a custom clearance agency in Jordan, a license of custom 
clearance must be obtained from the Ministry of Finance (MoF). This license allows registrant 
to carry on the following activities: 
 
 Prepare and submit documentation to notify or obtain clearance from government 
agencies 
 Arrange the transhipment of merchandise via trucking companies 
 Process the customs entry in a ‘compile’ system. 
 Pay duties and taxes on behalf of the importer 
 
A custom clearance agent licensing (CCAL) service has been chosen for several organisational 
and technical reasons.  CCAL has been ranked amongst the most frequently used online 
services in Jordan (Jordanian EGovernment program, 2009), as Jordanian customs department 
is the most involved department in providing online services, they currently have more than 18 
fully electronic services provided through their portal (Jordanian Customs, 2013).  CCAL 
doesn’t only require the competent authority involvement, but also the implication of at least 
three governmental administrations, which are called dependant services in this chapter. The 
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service is basically applying for a license of custom clearance company. Traditionally, the 
CCAL service life cycle involves a chain of interconnected procedures, each of which takes 
time and effort to be fulfilled. However, in line with the eGovernment national agenda in 
Jordan, the Ministry of Finance presented by the Jordanian custom has carried out several 
technical improvements in terms of the services provided, as a result, an optimised version of 
the ministry’s website has recently been launched.  
 
 
 
 
 
 
 
 
 
 
 
Figure 6.5: CCAL service Life Cycle 
 
According to the CCAL Life Cycle Figure 6.5, when a service consumer begins with the 
procedure, an initial application should be submitted at the Jordanian Customs, stating the 
business operations, plans and all other related details, which will enable the Jordanian 
Customs to determine the eligibility, exemption and accordingly provide the permissions 
required in order to obtain the License. At this stage, service requestor is required to provide a 
No Criminal Record Certificate (NCRC), a Vocational License (VL) which should be acquired 
previously. Consequently, the Jordanian Customs will issue an initial approval _Valid for 30 
days_ for the service requestor to carry on in the business establishment process. In the 
following step, the service requestor is expected to present a bank guarantee and employees 
contract for five employees at least, and then the Jordanian Customs will carry out an inspection 
to verify all the stated specification. In the next stage, a JSoCCA (Jordanian Society of Custom 
Clearance Agents) membership must be submitted along with the licensing application. At the 
last stage, a 300 JD fees must be paid to the Ministry and the approval is to be issued within 
two to four weeks. 
 
Application Submission to Jordanian 
Customs  
NCRC Service - MoJ 
VL Service - AGM 
Initial Approval 30 days 
Post office preparation  
Submit Bank guarantee  
License Issuance  
Pay fees 300 JD 
JSoCC membership 
 
Custom Clearance 
Agent License -
CCAL service 
Lifecycle 
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The explicit overlap between CCAL service and NCRC and VL services underpins a necessity 
to integrate the three different services without having to eliminate the organisational 
boundaries between the government entities that provide them. As part of the eGovernment 
implementation in Jordan, all ministries and government agencies were encouraged to move 
their presence onto the web, by having a website that concludes basic information and some 
valid application forms that might be required by citizens. Accordingly, some of the services 
that can be labelled as the most commonly used services have moved online, like NCRC and 
VL, in an attempt to ease access to these services and provide constant delivery of common 
services. Nevertheless, public service consumer still has to visit three different websites and 
verify his personal details several times in order to complete a service.   
6.3.1 THE ONLINE SERVICE ARCHITECTURE OF CCAL  
Applying for Custom Clearance Agency License requires the customer to follow a set of 
procedures predefined by the competent authority, in the case the Jordanian Customs. 
Traditionally, if a citizen wants to apply for a Vocational License for the purpose of custom 
clearance license, the current procedure requires completing at least three main forms, provided 
by three different authorities, which are the Jordanian Customs (JC), the Ministry of Justice 
(MOJ) for the purpose of No Criminal Record affirmation, and Greater Amman Municipality 
(GAM) for vocational licensing purposes. 
 
The service consumer is actually dealing in this case with a composite service that consists of 
two other dependant services, which are No Criminal Record Certificate (NCRC) provided by 
MOJ and Vocational License (VL) provided by GAM, without fulfilling these dependant 
services, (JC) cannot issue a CCAL. All necessary forms are available on the internet in an 
online format. Typically, the procedure begins with JC, as an online registration is essentially 
required to log in the system, therefore, the citizen has to visit the competent department 
physically, and that usually through calling the ministry, make an appointment, and eventually, 
the process ends with acquiring an account, which will allow the citizen to access the online 
form.  
 
In the following step, citizen has to apply for a Non-Criminal Record Certificate, and that 
requires the citizen to follow the same conventional procedure, except in this case, a signing 
up process at the portal is provided, so citizen can fulfil this service online. The portal provides 
a means of communication with the potential citizen to apply for a new NCRC, or review and 
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edit an existing application. In order to complete the service, citizen has to apply to Vocational 
License online, this service is provided by GAM, and it provides several features to the end 
users ranging from applying for a new license, edit an existing license, and verify the status of 
a license. However, registration process for a new account has to be done physically thorough 
the GAM.  
 
Despite the fact that all forms are available online, the process involves a set of procedures that 
are no different than the traditional procedure, which requires citizen to be presented in each 
governmental department and interact directly and physically with the service provider, as well 
as the same data is being entered multiple times which will increase the possibility of negative 
data redundancy and duplication. As a result, the process of applying for CCAL is time 
consuming, labour intensive and costly from government oriented view, and multifaceted, 
multi procedural steps and long process from citizen oriented view. 
 
Moreover, the current state of CCAL clearly indicates the lack of coordination between 
government services and governmental entities. It points out an ambiguity and inefficiency in 
procedures performed due to electronic flow of documents, high costs related to managing 
services across the government and external entities and the extensive time that is needed to 
complete the service. 
6.3.2 INTEGRATION FRAMEWORK FOR CCAL, VL AND NCRC 
Integrating public services based on a service oriented approach needs to rapidly transform 
existing government applications, data, and content into web services using a completely non-
intrusive approach that requires no fundamental changes to the existing applications.  
 
Service provider side: 
 
In order to implement CCAL, VL and NCRC in the proposed integration framework, common 
goals and shared purpose by public services organisations need to be developed, particularly 
in front line mode, in this case, Ministry of Justice (MOJ), Greater Amman Municipality 
(GAM) and Jordanian Customs (JC), which will lead to respond effectively to the complex 
demands of increasingly sophisticated consumers of public services. The technical vertical 
structure of the mentioned ministries poses a major interoperability challenge, as backend and 
legacy systems of service providers are developed, maintained and administrated in distinctive 
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environments. Therefore, service providers are expected to cooperate and collaborate by 
addressing a cross-cutting policy, strategic and operational demands of public services.  
 
As CCAL is a shared and closely coordinated service, service providers involved in CCAL 
service are expected to transform their shared and existing applications and online systems to 
asynchronous web services, with a standard message-based interface using the same 
interoperable language SOAP. Those applications can be agreed upon within the government 
department depending on citizen demands, degree of digitalisation and level of dependency by 
other services. Web services need to be conformed to a predefined legal, technical and 
organisational exercise intends to resolve and prevent issues arising from incompatible content 
of different computer systems, namely electronic Government Interoperability Framework 
eGIF. EGovernment initiatives should produce a set of architectural guidelines to serve as an 
initial reference to all architectural standards to be distributed and used by various eservices 
implementation projects. In case of Jordan, the compliance to the Jordanian eGIF release 1.0 
needs to be met before service providers can publish their web services.  
 
Involved service providers in CCAL service should publish their web services, namely CCAL, 
VL, and NCRC onto the ESB, the Service Submission, Verification and Validation Server will 
validate and verify the submission and confirms compliance with eGIF. The technical 
separation between the data layer and application layer will help to maintain a high level of 
security, as well as allowing government departments to restrict direct access to their internal 
systems, which would reduce cross organisational resistance to minimum levels.  
 
Service consumer side: 
 
Service consumer, citizen, business or government department will connect to egovernment 
portal via the provided access channels. Government services will be offered and presented on 
the portal based on predetermined agreement between eGovernment initiative program and the 
service provider. Service consumer is expected to login to the web service of issuing a tourism 
agency licence through the application interface via service discovery engine. Once 
authenticated successfully based on CCAL WS-Authorization, service consumer will be 
prompted to fill in the electronic application form with the necessary information that meet the 
requirements of custom clearance licensing service of JC.  
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As demonstrated in figure 2, the next procedure in the service life cycle is to present a valid 
NCRC and VL, as these service should ideally be published as web services, the service 
orchestration server should be notified when a shared service is invoked, which is in this case 
CCAL. At this point of the application, CCAL service will verify a valid NCRC and VL based 
on its WS-Policy, and accordingly, invoke NCRC web service and VL web service under the 
monitoring of the service orchestration server. Once web services are invoked, the service 
index will record the process for future use. This invocation will generate four different 
scenarios: 
 
1. New service consumer. In this scenario, CCAL service consumer has neither obtained 
NCRC nor VL. Once CCAL web service is invoked and the initial electronic form is 
filled, CCAL will invoke NCRC web service and exchange the required data for the 
application using XML messages. This will lead the additional fees of a new NCRC 
application to be added to CCAL application. As the consumer is new, CCAL web 
service will also invoke VL and exchange the necessary data, due to the nature of VL 
application based on VL WS-Context, further details may be required, as such, service 
consumer will be notified to fill in the required information, and a new application fee 
will be also added to the total amount. Considering the time needed to CCAL, NCRC 
and VL, consumer will be issued a CCAL ID, NCRC ID and VL ID through email or 
SMS, and pay the total application fees through the e-payment gateway shared service. 
See figure 4. 
 
2. Returned service consumer, NCRC valid. In this Scenario, CCAL service consumer has 
previously obtained NCRC but has not yet applied for VL. Once CCAL web service is 
invoked, CCAL will invoke NCRC web service and verify the validity of the 
application, if successfully granted by a valid NCRC ID, CCAL web service will invoke 
VL, in this case VL is not valid, CCAL web service will exchange the necessary data, 
due to the nature of VL application based on VL WS-Context, further details may be 
required, as such, service consumer will be notified to fill in the required information, 
and a new application fee will be also added to the total amount.in the end, CCAL 
consumer will be issued CCAL ID and VL ID through email or SMS. 
 
3. Returned service consumer, VL valid. In this Scenario, CCAL service consumer has 
previously obtained VL but has not yet applied for NCRC. Once CCAL web service is 
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invoked, CCAL will invoke NCRC web service and verify the validity of the 
application, as NCRC is not obtained, CCAL will exchange required data for the 
application using XML messages. This will lead the additional fees of a new NCRC 
application to be added to CCAL application. In the end of the application, consumer 
will be issued NCRC ID and CCAL ID. 
 
4. Returned service consumer, NCRC and VL valid. As illustrated in figure 4, in this 
Scenario, CCAL service consumer has previously obtained NCRC and VL. Once 
CCAL web service is invoked, CCAL will invoke NCRC web service and validate the 
application, if successfully granted by a valid NCRC ID, CCAL web service will invoke 
VL web service and validate the VL ID. As both IDs have been previously obtained, 
consumer will pay the application fees through the e-payment gateway shared service. 
CCAL will issue an ID and initial license approval for 30 days. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Figure 6.6: Web services invocation Scenarios 
 
Once service consumer is issued CCAL ID, the application will be forwarded to the licensing 
committee in Jordanian Customs to make a decision based on the information provided, if 
further details are required, service consumer can always check the status of the application 
  
Invo
  Invoke 
CCAL 
? 
NCRC 
  
Invo
VL 
Initial 
Approval 
of CCAL 
E-Payment  
Gateway 
Validate 
SO
SO? 
Validate 
XM
XM
  Invoke 
  Invoke 
Scenario 1 
Scenario 2 
  
Invo
  Invoke 
CCAL 
? 
NCRC 
  
Invo
VL 
Initial 
Approval 
of CCAL 
E-Payment  
Gateway 
Validate 
SO
AP 
SO
AP 
? 
Validate 
XM
L 
XM
L 
  Invoke 
  Invoke 
Scenario 4 
Scenario 3 
160 
 
and supply the information as needed. If the application has been approved, service consumer 
will be send a notification email or SMS.  
 
In light of the CCAL service requirement, the case study of CCAL service concludes that the 
development of eGovernment applications and public services in form of web services will 
potentially offer several advantages which can be described as follows: 
 
1. Web services will allow government to integrate disparate applications and data formats 
with relative ease. CCAL, NCRC and VL Web services will be highly interoperable 
and fully integrated on both servicer provider and consumers sides. Service provider 
can maintain their internal legacy systems and data integrity while making it possible 
for service consumers to use their web service. Using WSDL definition, service 
consumer can effectively exchange data with the service, in a way that neither part 
needs to know how the other is implemented or in what format its underlying data is 
stored. 
 
2. Web services usability will help reduce data redundancy and multiple form interaction. 
When CCAL, VL and NCRC services are implemented as web services on the ESB, 
service consumer doesn’t have to be redirected to different applications and websites, 
as service can be completed through the same application interface, which will not only 
reduce data redundancy but also reduce the time needed to complete the service. 
 
3. The successful implementation of CCAL, VL and NCRC will lead to reduce the load 
of procedural workflow required to complete the service, as well as reduce the workload 
of employees in different government departments. 
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6.4 CONCLUSION  
 
This chapter provides an efficient use case example of integrating some of the currently 
existing online services in the Jordanian e-government platform. A set of eservices in the 
Jordanian e-government portal have been investigated, namely Vocational Licensing (VL) and 
No Criminal Record Certificate (NCRC) and Licensing services, in this case TAL and CCAL 
are presented as a realistic case studies to implement the suggested integration framework.  
 
The chapter presents an opportunity for researchers to assess the needs to improve public 
service provision and evaluate the effectiveness of different models. Researchers can also help 
in identifying areas where savings can be made or where services could be delivered more 
effectively. 
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SECTION 3: APPLICABILITY OF PUBLIC SERVICE INTEGRATION  
 
INTRODUCTION 
 
The primary research aim stem from the far-reaching question presented by how technology 
can assist in times of humanitarian crisis. In the Jordanian context, this aim was accompanied 
with the frequently asked question amongst government officials, especially those who 
supported the early inception of government integration, what is the role of electronic 
government projects in managing refugee camps, and how public service integration can help 
in release the pressure on the Jordanian government resulted by the immense unforeseen influx 
of refugees over the last three years.  
 
Consequently, this research aims at investigate how to integrate public services in order to 
better cope with the harsh economic conditions resulted by the unpredicted influx of refugees 
in Jordan with special emphasis on Zaatari refugee camp. This section includes chapter 7 and 
chapter 8. Chapter 7 investigates service provision model in Zaatari refugee camp in attempt 
to identify the refugee camp phases. This chapter captures essential features of the dynamicity 
and versatility of service provision models in Zaatari refugee camp. It has also helped in 
identifying serious issues in the government services provided within the camp, especially in 
the context of medical and education services. The analysis in this chapter helped to provide 
an integration mechanism for the identified government services. The views and opinions 
expressed within were collected from several NGOs, government agencies and refugees. 
Preliminary data analysis of the qualitative data has revealed a very interesting agile service 
provision model with four identified phases, namely, manic phase, just in time bureaucracy 
phase, semi structured phase and structured and sustainable phase.   
 
Chapter 8 demonstrates how to use the suggested integration framework to integrate health and 
educational services in the camp. This chapter also argues that humanitarian actors should 
develop a better provisional model for refugee assistance. The novel model constructed within 
strongly suggests that Jordanian government must shift its response from emergency level 
service provision model represented by immediate humanitarian relief to a structured service 
provision model represented by self-sustainable and long-term development, and from building 
camps to supporting cities through a sustainable efficient service provision model. 
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Finally chapter 9 summarises and concludes this research, highlights its limitations and 
presents the contribution this research has to offer. Chapter 9 also presents a set of 
recommendations that should be well-thought-out when public service integration is 
considered.  
1- Identify areas of integration in the government services provided in Zaatari refugee 
camp? 
 
CONCLUSION 
A dynamic efficient service provision model will help the government and other NGOs to 
manage the camp more effectively, reduce the negative impact of the overuse of the resources, 
and maintain the balance in public service provision at local, national level and the refugee’s 
community. Such a service provision model will also help NGOs collaborate and coordinate 
more efficiently.  In the other hand, a few efforts have been made to enable refugees to support 
themselves and develop self-sustaining livelihoods, which if not developed at certain point 
through the refugee camp life cycle will undermine the refugees’ livelihood skills, makes 
repatriation more difficult, and increases tensions with the host communities.  
 
This section captures essential features of the dynamicity and versatility of service provision 
models in Zaatari refugee camp. It has also helped in identifying serious issues in the 
government services provided within the camp, especially in the context of medical and 
education services. The analysis in this chapter will help to provide an integration mechanism 
for the identified government services. The views and opinions expressed within were collected 
from several NGOs, government agencies and refugees. Preliminary data analysis of the 
qualitative data has revealed a very interesting agile service provision model with four 
identified stages, namely, manic phase, just in time bureaucracy phase, semi structured phase 
and structured and sustainable phase.   
Drawing on Zaatari refugee camp as an example, this section also argues that humanitarian 
actors should develop a better provisional model for refugee assistance. The novel model 
constructed within strongly suggests that Jordanian government must shift its response from 
emergency level service provision model represented by immediate humanitarian relief to a 
structured service provision model represented by self-sustainable and long-term development, 
and from building camps to supporting cities through a sustainable efficient service provision 
model. 
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CHAPTER 7: ZAATARI REFUGEE CAMP AND SERVICE 
INTEGRATION 
7.1 INTRODUCTION  
In times of crisis, governments and Non-Governmental Organizations (NGO) concerned with 
refugee assistance are working alongside in situations of extended displacement to provide 
emergency-level services. These unstructured services are often far beyond what is available 
to the host population, and better than what the refugees will enjoy at home when they 
eventually return, however, they don’t last for too long. In Zaatari refugee camp in Jordan, 
despite the large volume of services provided in the ground, there is no specific service 
provision model governs the quality of the service, fair service distribution and meet the 
challenges of delivering emergency services to the population of the camp, and yet help in 
coordinate the activities between all involved entities in managing the camp, in this case, the 
Jordanian government, NGOs and the local community.  
 
A dynamic efficient service provision model will help the government and other NGOs to 
manage the camp more effectively, reduce the negative impact of the overuse of the resources, 
and maintain the balance in public service provision at local, national level and the refugee’s 
community. Such a service provision model will also help NGOs collaborate and coordinate 
more efficiently.  In the other hand, a few efforts have been made to enable refugees to support 
themselves and develop self-sustaining livelihoods, which if not developed at certain point 
through the refugee camp life cycle will undermine the refugees’ livelihood skills, makes 
repatriation more difficult, and increases tensions with the host communities.  
 
This chapter captures essential features of the dynamicity and versatility of service provision 
models in Zaatari refugee camp. It has also helped in identifying serious issues in the 
government services provided within the camp, especially in the context of medical and 
education services. The analysis in this chapter will help to provide an integration mechanism 
for the identified government services. The views and opinions expressed within were collected 
from several NGOs, government agencies and refugees. Preliminary data analysis of the 
qualitative data has revealed a very interesting agile service provision model with four 
identified stages, namely, manic phase, just in time bureaucracy phase, semi structured phase 
and structured and sustainable phase.   
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6.2 REFUGEE CULTURE IN JORDAN  
Jordan has a long history with refugee, it goes back to the establishment of the modern 
kingdom. It formally annexed the West Bank from pre-1948 Palestine, increasing Jordan’s 
population from 500,000 to 1.5 million within two years, one third of them Palestinian 
refugees. The second wave of 400,000 Palestinians came in 1967, when Israel occupied the 
West Bank. The U.N. Relief and Works Agency has now registered more than 2 million 
Palestinian refugees in Jordan, the largest number from any country (Su, 2014).Two main 
waves of Iraqi refugees have swept into Jordan twice, first in the early 1990s, during the Gulf 
War. The second wave came after the 2003 invasion. In 2011, the political unrest kicked off in 
Syria, and since Jordan is the closest country to Syria in social, religious and economic terms, 
it has seen a good deal of Syrian migration, around 320,000 refugees fled their way within that 
year, and now well over a million. (Hall, 2103) 
 
Zaatari camp was officially inaugurated on 28th July 2011, it is currently the second largest 
refugee camp in the world (MILLS, 2014), and it is home to over 120,000 Syrian refugee, see 
appendix 7.1.0, including many children unaccompanied by parents. The vast majority of the 
refugees were formerly residents of southern Dara governorate in Syria, where artillery air 
attacks first took place. Zaatari camp is located in Mafraq governorate in northern Jordan, and 
still suffers severe issues in terms of macroeconomic, social, health conditions and service 
provision. The living conditions in the camp are improving but still certainly hazardous (Olwan 
et al, 2012).  
 
Figure 7.1 : Zaatari camp population influx from 2013 to 2015  
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At Zaatari refugee camp, the influx and the outflow have been riotous and unpredictable. 
Jordan’s refugee number has transformed from sudden flood to overstretched humanitarian 
crisis, as the Syrian conflict stepped into its fourth year. In order to reduce the economic, social 
and environmental impacts of these semi-permanent displacements,  Jordan must shift its 
response from emergency level service provision model represented by immediate 
humanitarian relief to a structured service provision model represented by self-sustainable and 
long-term development, and from building camps to supporting cities through a sustainable 
efficient service provision model.  
 
Figure 7.2: Zaatari Refugee Camp Today 
Government, UN, international NGOs and other entities are providing basic services within 
Zaatari Camp at both the district and camp level, as indicated in Figure 7.3, a number of actors 
are involved in the service provision in the camp.  Within the city of Mafraq, in the host 
communities, refugees receive arrange of services from different providers, but in varying 
quantity and quality, more importantly, the provision model is neither as comprehensive nor as 
coordinated as within the Camp due to the dispersed population and geographic range. Despite 
these differences, this study shows that the vast majority of refugees from the Camp and also 
from the host communities reported facing difficulties in accessing services, as follows: 
Health Services (Ministry of Health, International Medical Corps, and The International 
Rescue Committee):  Main issue in accessing medical services was represented by the distance 
to facilities, insufficient quality of services, and the extreme limited capacity to address both 
the number of patients and their health conditions.  
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Water and Sanitation (Japan Emergency NG, Agency for Technical Cooperation and 
Development and Oxfam): issues are primarily related with security and privacy concerns, 
heightened by distance to facilities and the lack of lighting, the lack of quality infrastructure, 
notably in areas with prefabricated units, poor hygiene/cleanliness of facilities and the 
unreliability of water delivery.  
 
 
 
 
 
 
 
 
 
 
Figure 7.3: Service providers involved in the Camp 
 
Food and NFI Distributions (Save the Children and World Food Programed)many issues have 
been identified in this service area, issues are mainly lie in the distance to collect items and 
waiting times in queues, security concerns associated with crowds or harassment, the lack of 
sufficient food, female sanitary items and diapers. Caravan distributions in particular were seen 
as unjust and over-reliant on street leaders for beneficiary selection. 
 
Education (Ministry of Education, Children without borders-KnK, Finn Church Aid) issues 
ranged from fears of bullying or harassment to lack of attendance due to cultural reasons or 
competing employment opportunities. Some parents said they don’t send children to school 
because of insufficient schoolbooks and other materials; girls also claimed that teachers berate 
students and corporal punishment is used despite their objections. 
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6.3 MANAGING DISPLACEMENT   
 
Host governments are responsible for the security and safety of, assistance to, and law and 
order among refugees and internally displaced persons (IDPs) on their territory (Serrato, B. 
2014). Governments often rely on the international community to help share the burden, and 
UNHCR provides assistance at the request of governments or the UN Secretary General. At 
most refugee camps around the world, there is an enormous, all-at-once influx; a camp is built; 
a rough stability takes hold (Eggli, 2002). It is widely acknowledged across all actors 
responding to the crisis in the camp that the current service provision model is unsustainable, 
and the complexity of this model is associated with an array of critical issues, including 
political, macro-economic, social cohesion and more importantly stability. Nevertheless, the 
pressure on both national and local institutions and budgets to sustain certain service quality to 
the combined refugee and hosting populations is stretched beyond the mandate and reach of 
conventional humanitarian approaches.  
 
In a response to the increasing stress on already overstretched government, Jordanian 
government represented by the Ministry of Planning and International Cooperation, has drafted 
the National Resilience Plan, which was designed to work hand in hand with donors, UN and 
NGOs to implement this initiative, through a resilience approach which has been allegedly 
designed to enable households, communities, services and institutions initially to cope, 
gradually recover and ultimately strengthen and sustain their capacities, thereby deepening 
their resilience to future crisis, as this approach is sought to serve to prevent the inter-
generational reproduction of the effect of the crisis.(MOPIC,2014) 
 
Figure 7.4: National Resilience Plan 
On the ground and in site, this is admittedly an intensively conceptual outline of a theoretical 
assistance model, but in practice a range of challenges and issues are presented in different 
169 
 
protracted refugee situations. This strategic plan is extremely bureaucratic, redundant and 
demands tricky negotiation between the U.N. High Commissioner for Refugees (UNHCR), 
NGOs and government. Moreover, it seems clear that refugee assistance in many contexts 
remains fundamentally premised on the external provision of services to meet refugee needs, 
rather than enabling refugees to meet their own needs. Lacking a developed model for the 
transition out of the manic phase in a protracted refugee situation, it remains stuck in 
‘emergency mode’, even over the longer term. 
 
A dynamic efficient service provision model will help the government and other NGOs to 
manage the camp more effectively, reduce the negative impact of the overuse of the resources, 
and maintain the balance in public service provision at local, national level and the refugee’s 
community. Such a service provision model will also help NGOs collaborate and coordinate 
more efficiently.  In the other hand, a few efforts have been made to enable refugees to support 
themselves and develop self-sustaining livelihoods, which if not developed at certain point 
through the refugee camp life cycle will undermine the refugees’ livelihood skills, makes 
repatriation more difficult, and increases tensions with the host communities.  
7.4 INTEGRATION APPLICABILITY METHODOLOGY 
 
This chapter captures the dynamicity and versatility of service provision model in Zaatari 
refugee camp. It has also helped in identifying serious issues in the government services 
provided within the camp, especially in the context of medical and education services, as these 
services are not only provided within the camp, but also for other refugee in the country. Only 
a portion of the estimated 1.3 million refugees that have fled to Jordan are living in camps 
managed by the United Nations, with tens of thousands of families are living in rented 
accommodation in the country's cities. The views and opinions expressed within were collected 
from several NGOs, government agencies and refugees. Preliminary data analysis of the 
qualitative data has revealed a very interesting agile service provision model with four 
identified stages, namely, manic stage, just in time bureaucracy stage, semi structured stage 
and structured and sustainable stage.   
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7.4.1 APPLICABILITY OBJECTIVES   
The applicability section combines three research approaches, ethnography, participatory 
techniques and action research. Ethnography is a research approach that has traditionally been 
used to understand different cultures in detail. It is long term and requires the researcher to be 
embedded in local cultures. The methodological approach used in this chapter was designed to 
capture key information, transaction, views and insights about the service provision in the 
Zaatari Refugee Camp, provide preliminary findings and make recommendations to actors 
engaged in managing and coordinating services within the camp. In order to achieve the 
objective of this research, which is primarily to examine the service provision model in the 
Zaatari refugee camp, an ethnographic action research has been used. Consequently, this 
approach will position the meaning-making practices of the camp actors, in this case 
government agencies, NGOs and Refugees, at the centre of this study, and therefore, 15 
interactive focus groups and over 60 interviews were conducted over five field trips in the 
period between August 2011 and December 2014. A focus group is always created with a 
specific purpose; a knowledge gap that the focus group is supposed to fulfil. Focus groups are 
a feasible method to gather knowledge and enquiries from different individuals. Different 
participants possess pieces of knowledge about a certain matter and when these pieces are 
brought together, shared and discussed they should point at some potential findings. See 
appendix 7.1. 
 
1. Identify issues with the governmental services provided within the camp? 
2. Identify the service provision model for the identified services? 
3. Improve and suggest a service provision model (towards sustainability) 
4. Integrate government services within the camp 
 
The applicability section combines three research approaches, ethnography, participatory 
techniques and action research. Ethnography is a research approach that has traditionally been 
used to understand different cultures in detail. It is long term and requires the researcher to be 
embedded in local cultures. Qualitative analysis generally produces a wealth of data but not all 
of it is meaningful, see appendix 7.2. Therefore, after the data of this study has been collected, 
data had undergone a reduction process in order to identify and focus in on what is meaningful, 
see appendix 7.1. Data then went through an overall filtration by categorizing textual data 
collected in interviews and focus groups into themes. Data from individual interviews and 
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focus groups were analysed and consolidated in order to reveal patterns and structures across 
distinct interviews as demonstrated in the Figure (7.5). in order to identify how the relationship 
between the government and NGO has changed in terms of service provision and management, 
I needed to access further resources and more structured data, and therefore, I have arranged 
with the UNHCR to access their team meeting minutes, which should provide a deep insight 
into how service provision models have emerged over time, specifically between Sept 2012 to 
November 2014, see appendix 7.3, using these documents, data analysis had been taken into a 
whole different level, where a new categorising and consolidation processes have taken place 
with the direct help of participants in a participatory context, where camp stakeholders where 
kindly asked to help confirm the findings of each identifiable stage of the camp establishment, 
see appendix 7.2. Findings of these process were used to form major themes featured the main 
characteristics of each stage of the camp.  
 
According, emerged themes had transformed into phases with a set of features and services 
provisional styles between Government and NGOs. Qualitative data analysis used in this 
chapter had helped to identify four different stages that the camp had gone through, views and 
opinions were collected  to capture the nature of each particular stage, and accordingly, 
common themes with each stage have emerged, the common themes were used later to initiate 
the service provision model in that stage. The service provision problematic within semi-
permanent displacement is the hyper dynamicity and volatile nature of the service provision 
model, as it changes its collaborative features according to the stage and the urgency of the 
situation, it is undoubtedly flexible and agile in terms of meeting refugee’s needs, but still can 
benefit from service integration. Iteratively, for validity and reliability purposes, findings of 
the qualitative / INTERPRETIVISM approach were compared and supported by Camp 
Management and Coordination CMC meeting minutes provided by the UNHCR via 
http://data.unhcr.org/, this hybrid research method, as indicated in Figure 7.5, has helped in 
eliminating unnecessary data and confirm service provision over the period from September 
2011 to November 2014, see appendix 7.3. This research model has helped in identifying the 
relationship between government and NGO in managing the refugee camp. A facilitator guided 
the groups through discussing the predefined issues by posing questions, open ended questions 
and questions oriented towards service provision. The groups were selected based in their level 
of involvement in the service chain and where service provision was realistically achieved, as 
mentioned in the theoretical background, government services were potentially a target for the 
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initial investigation, thus groups were formed from the government agencies and NGOs 
involved in this service chain.  
 
 
 
Figure 7.5 Research model combined qualitative data and factual data 
 
Data collection took place over three year time and included administration of a simple set of 
open ended questions to the camp stakeholder in relation to how the service model is 
constructed from different perspectives, questions include: 
 
1. Service provided at a timely manner  
2. Government services within the camp 
3. Service provider, this include actors engaged in the site (Government, NGO, UN, host 
community)  
4. Service distribution mechanism  
5. Service delivery chain  
6. Service life cycle  
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Ministry of Health,  The International 
Rescue Committee 
International Medical 
Corps 
World Food 
Programme 
Japan Emergency NG Agency for Technical 
Cooperation and 
Development and  
Oxfam UNHCR 
Ministry of Education Children without 
borders-KnK,  
Finn Church Aid Save the Children  
Table 7.1: List of Government and NGO contributed to the study 
The insights from this research hope to compliment conventional guidance covering 
ethnography and action research, which usually start from some well-defined research 
questions, a plan of research activities with targeted participants and reflective cycles of 
research with the results of each cycle informing the next cycle. Such guidance has a premise 
of some stability in context, people, stakeholder needs or organizational boundary. The existing 
conventional guidance did not meet the needs of the dynamic context of the rapidly changing 
refugee camp: Building a whole city in less than four years without proper planning or adequate 
resources and no control of the numbers of people emerging into the city. The result was a 
more pragmatic approach to conducting the research: The overall research question remained 
fairly constant but the sub-questions and focus evolved between the reflective cycles. With 
each new visit it was effectively a ‘different camp’ with different attributes and needs. 
Consequently the research method evolved into something more agile requiring some 
reassessment of aims and goals, and corresponding areas to focus on along with the stakeholder 
groups and activity to consider. Each new cycle started with a taking stock of the current 
situation and then seeing ‘where next’ in the research activity. This was action research with a 
shifting base. At the end of the study there was more stability within the camp with government 
interventions to limit new submissions to the camp, mainly by initiating the construction of 
another camp 60km away and directing new refugees to that. The more matured stable Zaatari 
camp, now with fairly well defined structures, management, information systems and 
technological support, would arguably provide a good base for a more typical ethnographical 
action research. 
 
The camp-to-city transformation of the Zaatari camp was at the very extreme level of a dynamic 
and uncertain research environment. The agile ethnographic action research method that 
emerged enables us to reflect on the research processes, options and guidance and, to consider 
viewing action research within a frame of the level of uncertainty and dynamics within the 
context being considered. We postulate that the level of uncertainty and change in the context 
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will dictate the type of ethnographic action research activity that can be undertaken. With high 
levels of uncertainty and change then agile and pragmatic thinking is required.  
 
In addition the camp context was full of social, humanitarian and emotionally charged activities 
which the researchers had to contend with. At times the research required passive observations 
and other times very active participation, indeed sometimes quick action is needed in a refugee 
camp. The paper further provides discussion and reflection on the role of the researcher within 
such emotionally changed arenas. The results of the research include a model of just-in-time 
camp management involving multiple agencies which hopefully will contribute to the UNHRC 
assessment strategy covering aspects of integrated service provision. Further the results would 
inform management and engagement of disaster camps by local governments, the UN and 
NGOs. The reflection of the research processes will also hopefully inform conducting robust 
research within uncertainty and dynamics contexts. 
 
7.4.2 SITUATION READING  
At the beginning of the Syrian crisis, the attitude of the Jordanian authorities, and the Jordanian 
population, to the influx of Syrian refugees has been largely welcoming. Despite the fact that 
Jordan is not a signatory to the 1951 Refugee Convention or its 1967 Protocol, Jordan has 
respected the right to seek asylum of the 600,000 Syrians who have entered the country since 
the start of the Syrian conflict. The border has been largely open to arrivals; Syrians have been 
able to register for refugee status and to receive special assistance as such; Syrian refugees have 
been allowed to settle in Jordan’s cities; registered refugees have also been allowed to access 
government services on essentially the same terms as Jordanian citizens. At the community 
level, many Jordanian families have opened their houses to Syrian refugees with tribal, kinship 
and familial connections (Healy et al, 2013).  
 
Over the last few years, the Jordanian government has pursued to prevent the influx having too 
much effect on the living standards of Jordanians and political stability in the Kingdom through 
various measures, and these measures have largely set the parameters for the international 
humanitarian response. In order to prevent more permanent settlement, refugee registration has 
been limited to six months (renewable). In order to reduce the impact of the refugee population 
in the cities, in July 2012 the government approved the establishment of a large refugee camp 
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at Zaatari (and has approved another to be opened at Azraq), which has since then housed all 
refugees on immediate arrival and very many of the overall refugee caseload. And, in order to 
reduce the drag on its own resources, the government has invited the international community 
to fund and support the response and the UNHCR to co-manage it.  
 
With the increasing number of refugees, Jordanian government capacity started to be at stake 
and ability to cope has become increasingly overwhelmed. Syrians are accounted for 7% of the 
country’s population (Coutts & Fouad, 2013). The constant and yet sustainable provision of 
public services for Syrian refugees has been particularly difficult to maintain. As identified in 
the previous chapter, the Ministry of Health has expressed serious concerned about their 
capacity to cope anymore.  Ministry of Health offers a range of free of charge at different level 
for Jordanians and also for registered Syrian refugees. According to WHO and the Jordanian 
Ministry of Health, the number of Syrians in public hospitals has increased dramatically by 
almost 250% over the past five months, while those requiring surgical operations in Jordanian 
government facilities has increased almost 600%. 
 
In the other hand, bed occupancy rates in hospitals in the north such as Mafraq Hospital are 
now at higher than 95%, while reserve medicine stocks (normally at 100% of demand) are now 
at 30%. ECHO estimates a 40% increase in activity in the health sector. 
 
Jordanian civil society has played a significant role in responding to the crisis, but its capacities 
have also been overstretched. The Jordanian Hashemite Charity Organisation (JHCO), a semi-
official agency, was initially charged with running Zaatari camp. As the scale of the influx 
increased, the government has instead established an authority of its own, the Syrian Refugee 
Camp Directorate, which jointly manages the response in the camps with UNHCR. As the 
crisis has unfolded, the pressures on Jordanian society have increased. Cost of living for 
Jordanians has increased considerably, especially for rents: for example, an Oxfam assessment 
found a three-fold increase in rents in Mafraq (a small town near the border) because of high 
demand. The strain on public services also affects Jordanians. Three in four Jordanians now 
want the country to close its border to new arrivals (Coutts & Fouad, 2013), and the parliament 
has passed resolutions calling on the government to implement further restrictions 
 
For those refugees who are registered, the level of assistance provided by UNHCR and its 
partners is important but insufficient, in either breadth (number of recipients) or depth (size of 
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the assistance package). UNHCR cash assistance is to the value of 100 Jordanian dinars a 
month (approximately 105 euros), while WFP food vouchers total 40-45 dinars a month. This 
is not enough to live on: 34% of households report no income and the remainder report income 
of 190 dinars per month, as against an average refugee family expenditure of 303 dinars per 
month, meaning that those who are assisted with cash or vouchers would be able to cover 
approximately half their monthly needs with that assistance. Further, UNHCR’s cash 
programmes only cover a small part of the overall caseload: one INGO programme manager 
estimated that, of 80,000 families in the host communities, only 12,000 receive this cash 
assistance, leaving some 68,000 families with unknown means of survival. Coverage of food 
vouchers is higher: WFP estimates it had reached 94% of registered refugee families in the 
cities with these vouchers by March 2013, although numbers of urban refugees doubled over 
the following two months reducing this coverage rate.  
 
The coverage rates for urban refugees are significantly lower than for camp residents for other 
forms of international humanitarian assistance. For many forms of assistance, there is no data 
available which disaggregates between camp and urban settings. However, for those for which 
a direct comparison is possible, there is an evident imbalance. This includes for school 
enrolments, medical consultations, mental health consultations, distributions of blankets, and 
assistance with water supply and sanitation as indicated in Table 7.2. Further, the type of 
assistance offered to urban refugees in particular sectors can be less significant in character 
than in the camps, for example, recipients of “improved water provision” in Zaatari receive an 
average of 35 litres per person per day, while those in urban centres have simply received water 
assistance of any kind, regardless of the quantity or character of that assistance.  
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Table 7.2: Numbers of recipients, and coverage rates for select forms of international humanitarian 
assistance, Syrian refugees in Jordan, May 2013 
Government services are essential components of the assistance received by the urban refugee 
population, but as noted above they are coming under severe strain and becoming more difficult 
to access as a result. In health, health care is available free of charge for registered refugees 
through the Jordanian health system , and preventative care such as childhood vaccination is 
available to all, regardless of registration (Oxfam, 2013). 
 
However, as already mentioned, this capacity is almost completely over-stretched. Private 
health care is available but expensive: refugees claim that a private consultation costs about 
$40. Syrian doctors are not registered to practice, and so those who do are ‘volunteers’ with 
Jordanian doctors at the front. Others do so clandestinely from their homes and rely on 
donations from diaspora groups or NGOs.42 There is also a significant amount of injured 
people coming in from the border: on the week of 5 August, 2013, the number was 50, most of 
whom war-wounded43. Even though some patients are initially stabilised at a field hospital 
inside Syria, they often arrive in a poor state and face long waits as referrals are arranged.  
 
Humanitarian agencies have identified these problems but struggle to find effective ways to 
reach the urban refugee caseload, and especially the unregistered. Cash distributions have 
proved to be the most vital and effective form of assistance, but obviously only for those who 
are registered and only to the extent that supply can be assured at a reasonable price. UNHCR 
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has only just begun to put in place outreach and protection monitoring for refugees, to reach 
refugees in the host communities. What is needed is better access to services, and that requires 
improved humanitarian efforts to both substitute and support government services, so that aid 
agencies can ‘graft’ services to Syrians onto existing Jordanian structures. Additionally, major 
support is needed in order to improve and expand infrastructure for water, electricity and 
sanitation services, at the level of both financial and technical assistance. Such efforts have 
been lacking, certainly in the sphere of health but perhaps less in others. This has been a 
particular challenge for agencies with stronger capacities in humanitarian project management 
than in the provision of technical skills. Further, greater provision has to be made for 
unregistered refugees to be able to access services, including by humanitarian agencies who in 
several cases admitted to us that they turn away unregistered Syrian refugees. 
 
There has been a significant mobilisation of many organisations which can be considered ‘new’ 
or ‘emerging’ humanitarian actors as they only have limited experience in working in 
humanitarian contexts, and don’t participate in the existing system structures. Most of these 
have come from within the Muslim world, and especially within the Middle East, as a 
demonstration of Muslim unity and Arab solidarity. 
 
Opinions vary as to whether some of the Middle Eastern medical and humanitarian actors are 
able to adapt their response to emergency contexts, taking into account both the political 
dimensions of the aid response and the technical needs of such emergencies also. Many of the 
staff sent to work in Jordan are technical staff and they may not be able to engage with the 
wider issues relating to allocations of aid or political bias. Others have been accused of having 
a political or religious bias, providing assistance only to veiled women, for example. Many 
organisations have also been accused of seeking to make donations that have ‘visual impact’, 
for example, taking photos with wounded people, or showing off infrastructure projects. 
Further, some health actors are also not very experienced in refugee health and the specific 
approaches within it. There has been some criticism that they lack an emergency public health 
perspective, as they have doctors coming in from wealthy countries and running their clinic as 
they would at home, without much regard for the specific risk factors in a refugee setting62.  
The general consensus is that these organisations are filling an important gap within the 
response. They have large amounts of flexible and disposable cash funding, which means they 
can respond to needs as they arise, without many of the pre-conditions of the traditional aid 
system. They are in some ways also more adapted to middle income settings as they are willing 
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to fund existing health services, for example, or set up partnerships with private health 
providers, rather than set up completely parallel structures. There are also no problems with 
their cultural acceptability to the Syrian refugee population. Collectively, these emerging actors 
are challenging the existing humanitarian system by bringing in a new dynamic.  
 
The framework presented in this thesis aims at gaining better understanding of the refugee 
camp establishment process, which could be considered when opening a new refugee camp. 
This is very likely in Jordan case, as this framework is expected to be very beneficial to 
understand how Zaatari camp structure has emerged and stages of managing and coordinating 
the camp over the four years period of the camp existence, all those learned lesson should help 
in overcome some of the identified issues in the current camp governance model.   
  
7.4.3 MANIC PHASE: EMERGENCY SEMI SETTLEMENT- THE MANIC 
SERVICE PROVISION MODEL  
This phase can be clearly identified by the level of emergency level services provided and it is 
management style in terms of management, coordination, assessment and assistance. All 
activities necessary to understand the situation by the major players (Government and 
UNHCR) were highly coordinated, however, with more government control. Early stages of 
manic phase indicated a reasonable influx of refugee’s number, and therefore, management 
style didn’t have clear features that could identify its style, but instead, it seemed like each 
involved operational partner had their own management styles. In Zaatari, government at the 
manic stage had implemented semi directed management style, where fund, resources, aids and 
other form of humanitarian relief was managed through a government representative unit, The 
Jordan Hashemite Charity Organization for Relief & Development (JHCO), acted on behalf of 
the Jordanian government in direct supervision of the Ministry of Planning and International 
Cooperation ref, this initiative involved numerous employees and required a top-down 
management approach. A main unit and government offices were situated next to the main gate 
of the camp, where they assess refugee first arrival situation, this allegedly was planned to 
address the physical, material and legal needs of persons of concerns, and however, this had 
shortly failed to cope with the unexpected number of refugees. During this stage, and using this 
management style, Jordanian government was trying to implement some sort of bureaucratic 
governance model similar to the model which is intensively imbedded in the Jordanian  , where 
government was over-concerned with the systemic procedures at the expense of efficiency or 
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common sense, this ideally aimed at monitoring and controlling resources, funds and 
population of the camp, however, in addition to the unpredicted influx of refugees, this had led 
to an immense degree of uncertainty manifested in the workflow of all operational partners in 
the camp. This two main factors forced both government and UNHCR to shift their focus to 
provide high and rather alerting emergency level relief, by allowing any organisation to 
contribute to the manic service provision in the camp, this of course, had its negative impact 
on the collaboration and coordination of services, resources and human population. 
 
Despite the attempt of UNHCR to take control of the camp management and implement their 
scheme of work to Zaatari, government officials had their own concerns and worries about if 
this crisis should be managed and contained overly by the government, which primarily aimed 
at maintaining a minimum level or organisation and coordination throughout the camp, which 
was based on the assumption that Syrian political unrest is to be resolved within months, but 
as the conflict expanded to reach other cities in Syria, number of refugees kicked off, and 
government had no choice but to hand over the management to UNHCR and declare and state 
of crisis in the northern part of Jordan, where city of Mafraq and other surrounding towns and 
villages had been negatively impacted by the continuing pressure  on public services, and that 
impacted all aspects of life of these host communities. An emergency relief coordination 
strategy was needed by involved stakeholders, with less bureaucratic and more agile model of 
service provision.   
 
During humanitarian crisis, refugees usually arrive in the host country with clothes on their 
backs and whatever professional skills they might have. Most are extremely vulnerable, and 
neither practically nor psychologically capable of supporting themselves in the immediate 
term. During this manic phase, humanitarian actors seek to address the refugees’ most urgent 
needs such as food, shelter, health care and water and sanitation, these services are distributed 
through a self-structured service provision model. Despite that this model can be perceived as 
a highly responsive and flexible service provision model, but it still suffers from severe service 
management issues, as scale and scope will vary with time. In the early stages of a major 
emergency, special measures that rely heavily on international donations and outside assistance 
may be necessary. However, as a general principle, the service provision model should draw 
on refugee capacities, local resources, materials and methods, to the extent possible and should, 
for example, avoid regimented refugee camps, and therefore, service models that can be readily 
implemented with existing resources and simple technologies should be sought. 
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There is no such a standard model to govern the distribution of food and non-food items with 
a camp in a maniac phase, NGOs and Government can only provide guidance. In the site, and 
when working directly with refugees, all the bureaucratic procedures seemed tremendously 
ineffective and thoroughly inapplicable. When emergency team members arrive on the ground, 
whether NGO or Government employees, they will find many unforeseen situations and a wide 
variety of needs.  
 
Figure 7.6: Manic phase: From August 2012 to November 2012 
 
In the camp, time to respond is not only crucial, but also a matter of life and death, as the 
refugees live and wellbeing is at stack, and therefore, the conventional bureaucratic service 
provision model was not even an option, health, medical food and other services must be 
provided on the spot with immediate effect, this should be implemented with a great emphasis 
on the different requirements of the camp population. However, this was not the case in Zaatari 
camp,  during the manic phase, emergency actors didn’t respond to the refugee needs in a 
reasonable and timely manner in certain situations, such as the needs of older persons in a cold 
climate, a considerable number of old refugees complained about not having enough blankets, 
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and articulated their concern about the unfair service distribution, a 70 year old refugee 
expressed this by saying “ I live in a tent so far away from the main gate and service distribution 
centre, I can’t walk there, it took me three weeks until someone else gave me his blanket, and 
then it wasn’t until I spoke to an NGO worker to help me and only then I had received my 
blanket”, within the same focus group setting, another refugee mentioned the issue of having 
to share some items with other refugees in the camp, when others get more than what they 
need. The issue that NGO and other involved parties in ground didn’t consider is the 
implications of forcing people to share blankets and plastic sheeting, by forcing different 
families from different ethnic groups to mix, this will expose single women to risks. 
 
Whatever the nature of the emergency, the action required from the camp actors is likely to 
vary with time and as circumstances change. The first theme emerged in the Manic phase was 
the uncertainty associated with all aspects in camp management and service provision, 
participants in this study shared a cross camp view of working and living under vague 
uncertainty, government agencies stressed this concern several times, this was very clear in the 
responses of the Ministry of Health (MoH) and Ministry of Education (MoD), they frequently 
stated that number one issue in the camp is working under unknown circumstances in terms of 
camp permanency and  management, it was almost impossible to construct a coping strategy 
to deal with the crisis at the Manic phase.  
 
 
Table 7.3 Frequencies of similar semantic phrases, expressions and sentences by participants  
 
Consequently, a service provision model based in urgency and emergency was formed, it was 
mainly concerned with distribution the very basic level of commodities and services to a 
limited number of refugees whose lives and wellbeing were at stake. Government employees 
 Manic Phase 
Number  T1 T2 T3 T4 
Refuges  42 85 28 89 8 
UNHCR 8 15 44 50 14 
Government  13 26 32 39 43 
NGOs 29 19 12 42 24 
Local organization  13 37 24 59 5 
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had to adopt a time responsive work scheme through which communication and collaboration 
was highly disorganized and at minimum levels.  In the 27th of August 2012, the estimated total 
number of refugee in the camp reached 15,000, and then within 9 days, it doubled in size to 
reach 30,000 people. This unpredicted influx has had a massive negative impact on the service 
provision model, and had resulted in the government failing to manage the camp and work 
hand in hand with the UNHCR. NGOs responses were mainly focused on issues in relation to 
the service distribution, as well as working in stressful and highly vulnerable environment 
where people safety is compromised. Moreover, there was not any form of collaboration 
between the different NGOs in the camp, and therefore, every NGOs worked towards different 
objectives and according to different management styles.  
 
Focus groups and interviews revealed a very interesting pattern presented by the uncertainty 
surrounding all the refugee and camp aspects, a considerable number of refugees (42) 
expressed their concern about the uncertainty surrounding their stay in the camp, services they 
received and unknown fate of the camp. During the manic stage, refugees were completely 
dependent on service providers within the camp for basic services. Uncertainty was also 
manifested in different ways by other actors, but undoubtedly, all of them agreed that this 
uncertainty had affected the service provision model at this stage in terms of service 
distribution and time, and refugees lives and wellbeing was far more important than the 
effectiveness and efficiency of the service model, and that had compromised the fair level of 
service distribution. Through the manic phase, service provision model seems to be highly 
disorganized and dispersed, it doesn’t seem to have any collaborative common features across 
all parties responding to the crisis, which can be understandable to a certain extent.  
 
 
 
 
 
 
 
Figure 7.7 Themes distribution during Manic Phase 
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Including emotional and psychological wellbeing, refugee lives and wellbeing has been 
addressed as a paramount priority. UNHCR was deeply concerned for the well-being of several 
hundred Syrians trapped in the border between Jordan and Syria, which didn’t stop national 
partners continuing to provide supplies and maintenance, but the situation was volatile. As the 
refugee population vary, it presents different needs and requirements, this challenge had not 
been addressed by the emergency level service provision in the Manic phase, this has led into 
a set of unstructured and yet unorganized services being emerged, and contributed hugely to 
very high level of unfair service distribution. 
 
In the context of managing the camp services, at this stage, government was responsible of the 
camp management in terms of security and safety of the internally displaced persons (IDPs), 
as indicated in Figure 7.8, when the camp population was around 15,000, a figure was thought 
to be manageable by the government, according to the interviewees, government had actually 
controlled the camp very well, police forces surrounded the camp, people weren’t allowed 
outside the camp, and the level of uncertainty dealt with in the ground was immense.  
 
Figure 7.8: Manic Phase Findings 
 
The emergency level service provision identified in this stage had pointed at how the 
relationship between government and NGO has changed, the line between roles and who does 
what seems to be changing depending on the number of refugees and as time goes on, as it 
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noted in the Figure 7.8, the main four services of Camp management, protection, coordination 
and education were managed and offered through the government, however, as the influx of 
refugee reached 30,000 people, government started to fail in reinforcing and managing these 
services, and at that point, government shared control and management of this service provision 
with the NGO.   
 
One of the most pressing urgent services identified in this phase was WASH services. WASH 
stands for Water, Sanitation and Hygiene, the initiative has been established as endeavour by 
the government and NGOs to ensure access to water and sanitation in refugee camps. Without 
clean drinking water, a person can only live for a few days, and without careful attention paid 
to hygiene and the safe disposal of wastes, deadly diseases can race through crowded 
settlements with devastating consequences. Ensuring that government and NGO have the right 
information and materials they need is vital to improving the public health and wellbeing of 
communities, especially in the context hygiene and water services. 
7.4.4 JUST IN TIME BUREAUCRACY (JITB) PHASE 
When the camp population reached 83000 refugee, and started to have a proportional 
incensement of 200 refugee per day (As per UNHCR Camp population, total persons of 
concern), government had to hand over the management and coordination to the UNHCR as 
the size of the crisis was beyond what Jordanian government could deal with.  This had resulted 
in allowing more and more NGOs to get involved and offer their help, aids, expertise and any 
assistance model they could bring to the camp. This had given birth to a distinctive 
management style where stakeholders were working towards common objectives without 
complying to a certain procedural workflow, this management style allowed international aid 
workers to flexibly distribute aids, resources and fund while making sure that refugee lives was 
paramount, this had provided an agile margin where negative form of bureaucracy can be 
neglected and sometimes modified and alter to fit the critical situation, this was implemented 
in just in time manner, where humanitarian factors could not be avoided, this was assessed by 
different NGOs in different situations during the camp establishment. This just in time 
workflow heavily based on the urgency of the situation and number of arrivals at the same 
time, data analysis revealed that those two determinants were very common amongst 
operational partners. 
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This phase can be identified by the empowerment and decision making of NGOs and other 
operational partners through the just in time assessment, assistance and management.  An 
example of JITB can be clearly demonstrated in different stages of the camp establishment, 
during the manic phase, Syrian conflict was not as violent as now, refugees usually arrive in 
less numbers and receive by camp workers where they register them and collect data from the 
displaced persons, this process was quiet lengthy and required many workers and paper based 
forms to be completed in a very strict procedural workflow, this bureaucracy in dealing with 
this critical situation was working when camp management team had to handle 20 to 50 
refugees per day, where they can identify their needs and address their physical and legal needs, 
this may include food items, medical supplies, clothing, shelter, tools, and assign children to 
schools in non-political, non-commercial, non-military manner. However, as the severity and 
violence of the Syrian conflict begun to rapidly increase, massive refugee waves started to flee 
to Jordan, those waves resulted in overwhelming influx of number of refugees and forced the 
camp actors to overcome some of those procedural steps required to settle down refugees and 
help identify their immediate needs while shifting the response on the wellbeing of the new 
arrivals, this management style was being conducted and used in a daily basis by all involved 
actors. Just in time way of managing situation is based on the individual assessment of refugee 
immediate needs and then respond accordingly without having to conform to any systematic 
procedures, and therefore, different service providers would follow certain steps to distribute 
aids and other resources, but in this stage, they seemed more concerned with saving lives rather 
than follow the rules, it was impressive to be able to detect this natural human response to 
critical situations, this was clearly exemplified by how fund sometime was distributed, you 
don’t have to be the first in the queue to get your fund first, but a refugee could be a vulnerable 
woman with kids, according JITB, she will be given the priority.   This was also apparent in 
the way how refugee themselves would help each other, as they would share resources and 
reduce negative impact resulted of the overuse of some resources. JITB had developed through 
the gradual local integration between NGOs, local host community and refugees, and it was a 
naturally perceived phenomenon by the participants of this research as a way of thinking and 
working.  
 
 
At this stage, the rapid growth and expansion of the camp has been intense, the camp has 
reached unprecedented and yet unpredicted number, it was way beyond its highest capacity, 
over 130,00 were settled in the camp, placing more tension on the government. This stage has 
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been formed as leadership structures started to emerge, it can be noted that a form of 
unsystematic and yet unstructured collaboration style started to take place between government 
and NGOs in order to better manage the camp.  Actors during this stage are more likely to start 
cooperate to provide emergency level services, and determine the standards of the service 
provision model. Moreover, government and operational partners were less bureaucratic in 
terms of service provision, and that was clear by the response and reaction time highlighted by 
the vast majority of participants of this study. 
 
This phase helped in making the problems and needs of refugees more comprehensively 
collected, contained and dealt-with. The camp itself started to be more structured as it was 
divided into sectors and zones, and residents were given more power over their lives, with 
representatives appointed from the camp's 12 districts. Each district-specific tasks were within 
a multi-sectorial framework, and since action in one district is likely to affect others, as for 
example the real solution to a health problem was found in improving the water supply. This 
helped ensure the correct balance in resource allocation between the different sectors largely 
contributed to another service provision model to develop.  
 
 
Figure 7.9: JUST IN TIME BUREAUCRACY (JITB) PHASE: January 2013 – August 2013 
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Table 7.4 Frequencies of similar semantic phrases, expressions and sentences by participants  
 
One of the most distinctive features of this time responsive and agile service provision model 
was how quickly it responded to the refugees demands, as the structure and processes in this 
stage have been kept to minimum, as well as this service provision model relied heavily on 
human factor, operational partners, governments and people from both host community and 
from within the camp started to work together to respond quickly and efficiently to refugees 
demands, this was accompanied with neglect bureaucracy inherited from working with 
government agencies and start working alongside effectively and towards a single objectives 
which was to “help people get back in their feet” as presented by the vast majority of the 
participants. This objective has reflected the desirability and willingness of the population of 
the camp to rely on themselves and despite the high level of uncertainty, it stabilised the state 
of the camp. Accordingly, the emerged model encouraged the self-reliance of the refugees and 
reduces prolonged dependency on outside relief, without preventing the promotion of a long-
term solution as soon as possible. Just in time Bureaucracy is defined through working towards 
common nonprocedural objectives declaratively without describing their control and work 
flow, neglecting unnecessary procedural steps in providing any assistance to refugees, this is 
done in very effective timeframe. This trend was explicitly clear in the collaboration work 
scheme between the different NGOs workers and other operational partners in the camp, it was 
impressive to see JITB implemented in the ground, different NGOs with wide range of mind 
sets working alongside other local organisation and refugees to effectively respond to refugee 
needs. As a result of the astronomical influx of refugee from 56,000 to 130,000, Government 
couldn’t overstretch and cope, and therefore, some services such as Camp Management and 
 Just in Time Bureaucracy (JITB) Phase 
Number  T1 T2 T3 T4 
Refuges  42 93 51 62 19 
UNHCR 8 51 85 67 48 
Government  13 61 74 56 62 
NGOs 29 56 60 67 43 
Local 
organization  
13 122 74 51 29 
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Coordination had been handed over the UNHRC and other NGOs. However, government and 
NGO shared responsibility in providing major education and health services. 
 
Figure 7.10: JITB Phase Findings 
 
During this stage, 3 schools were functional- in districts 3, 5 and 8, Bahraini school, Saudi 
School and Qatari school, reflecting their respective donors, and the construction of two new 
schools had been planned. Schools operate on a double shift system, with girls attending the 
morning sessions and boys attending afternoon sessions.  According to the latest numbers 
available, more than 10,000 children were attending formal schooling in the camp. Informal 
educational sessions are also being provided within the camp by aid organizations such as Save 
the Children, as are other activities such as music and taekwondo lessons. Moreover, UN 
Women is providing in its ‘Women and Girls Oasis Centre’ sessions on gender-based violence 
and gender equality, as well as vocational training. The vast majority of the participants 
expressed their concern about the increasing level of uncertainty, which was very clear in two 
groups of participants, refugees and local organisations. 
 
Ministry of Education (MoE) of Jordan, and various NGO’s and IGO’s, introduced programs 
in this phase to close the gaps in Syrian children’s education created by the war. The MoE and 
UNICEF, for example, trained 2,100 teachers, and created Accelerated Learning (AL) groups 
in Zaatari camp to help children who have dropped out of school to be re-integrated into formal 
schooling. In addition, due to specific needs and challenges faced by adolescent boys and girls, 
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education actors created a Youth Task Force for Zaatari camp, which aims to address the 
vulnerabilities of older children through a participatory approach. 
 
 
Figure 7.11: Themes distribution during Just in Time Bureaucracy 
 
The provision of education services in the form of schooling within refugee camps is perceived 
at this phase as an on-going investment in the children’s future well-being, as well as it provides 
a sense of normalcy in otherwise challenging conditions. According to Brown-Martin, 
“children who are attending school within camps are less likely to be taken into military service 
and are less at risk of sexual abuse, violence, crime and disease. Few people would deny that 
basic schooling is a humanitarian right like water, shelter, food, security and sanitation” 
(Brown-Martin, 2013).  
 
Educational services started to take more structured nature in terms of collaboration between 
Government and UNHCR and other NGO partners; as a result, the Education Sector Working 
Group (ESWG) has been initiated. ESWG in Jordan is a coordination forum in which all 
relevant stakeholders collaborate to support the public education system in current and future 
emergencies. The main priority of the group is to plan and implement a response strategy which 
ensures continued access to quality public education, in a safe and protective environment, for 
all vulnerable children. The ESWG initiated a joint education needs assessment (JENA), with 
funding from UNICEF, technical support from REACH, assessing education for Syrians in 
Zaatari camp and the host community. In terms of medical and health services, indebted 
government employees responded that the government can no longer afford health provision 
for over a million refugees who have fled to the country since the war. The Jordanian 
government, already in debt from hosting refugees from neighbouring Syria, is no longer able 
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to cope with the additional burdens on its healthcare system, having already spent £19 million 
since the war began four years ago (Sherlock,2014). As the country struggles to manage 
domestic security and economic concerns that arise from being the neighbour of a country at 
war, it has come under increasing fire from human rights NGOs, for changes in its policy 
towards Syrians seeking asylum and refuge. 
 
Coordination between operational medical and health partners was kept to minimum, and a 
necessity has arisen to facilitate the cooperation of key stakeholders in medical service provider 
such as the MOH, WHO, local NGOs, unfunded partners and inter-agency protection and 
gender-based violence (GBV) working groups in both Amman and Zaatari in order to improve 
medical service provision, particularly, improve data collection and use of data for action. 
Coping with uncertainty demands more than just the thoughtful analysis generated by NGOs 
(which, in any event, are rarely employed for all the service management decisions where they 
would be useful), profound uncertainty amplifies the importance of making decisions when the 
time is right. 
 
WASH services during this phase remained managed and provided by both government and 
NGOs. It started to form a set of complex services, not only in the distribution of water, but in 
the sanitation of the water and water pipes in the connected areas. Participants expressed their 
concern in water access points.   
 
   
Figure 7.12: Water and sewage problems in the camp 
Involved NGOs in WASH such as Japan Emergency NGO, Agency for Technical Cooperation 
and Development and Oxfam agreed on waste water treatment project, if coordinated 
successfully between Ministry of Health, Ministry of Planning and the operational partners 
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should help treat waste water and reduce the pressure in the water consumption rate in the host 
community.  
 
7.4.4.1 JUST IN TIME IN MANUFACTURING. 
Whether it is a management philosophy or a technique, the nature of just-in-time across 
meanings, which include JIT manufacturing and production or JIT in any other setting such as 
administration, may be reduced to three different views, firstly, JIT revolves around wastes, 
and at its core, JIT is a waste-elimination philosophy, this understanding of JIT was clear in 
several studies such as (Womack, J.P. and D. Jones. 2003), (Billesbach, Thomas J. 1987) and 
(Hyer, Nancy, and Urban Wemmerlöv. 2002). Second view asserts that JIT's primary objective 
is elimination of inventories, although John Murray 1989, in his paper Manufacturing 
excellence through JIT, stated clearly that JIT is defined as 'not an inventory control system, 
but a way of thinking, working and management to eliminate wastes in the manufacturing 
process'. The third view implied through the meaning of JIT as a quick response, as the word 
time imply. As Blackburn (1991) stated, "Quick response is one of the major benefits of JIT. 
Time or speed is the linchpin of this manufacturing philosophy. Inventory, on the other hand, 
is an ancillary benefit”. This thesis has benefited from the third view of quick response to 
refugee needs.  
 
Just-In-Time in manufacturing has been subjected to numerous studies both empirical and 
methodological. Some researchers such as Swanson and Lankford, (1998) defined JIT 
manufacturing as a philosophy by which an organization seeks continually to improve its 
products and processes by eliminating waste. Other researchers attempted to measure the 
impact of JIT on accounting measures of performance. Most technologies and investments 
were justified on the basis of their impact on financial and accounting measures which are not 
easily quantified. 
 
Stevenson defined just‐in‐time manufacturing as “a repetitive production system in which 
processing and movement of material and goods occurs just as they are required, typically in 
small batches” (Stevenson, 1996). However, just‐in‐time (JIT) is more than an inventory 
system. The JIT manufacturing approach can give organizations the necessary benefits required 
to survive, and perhaps even prosper, in an economy with increasingly scarce resources. JIT 
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manufacturing is a philosophy by which an organization seeks continually to improve its 
products and processes by eliminating waste (Ptak, 1997). Since one purpose of JIT 
manufacturing is to reduce any waste and inefficiencies that do not add value to a product, it 
should come as no surprise that the JIT approach was developed in Japan ‐ a country with 
scarce resources and space limitations. Organizations wanting to use the JIT approach to 
manufacturing must have several building blocks in place. These building blocks were first 
established in the early 1950s by T. Ohno, former Executive Vice President of Toyota Motor 
Company (Ansari and Modarress, 1990).  
7.4.5 SEMI STRUCTURED PHASE  
This phase can be identified by the emergence of a common set of standards that major actors 
(mainly government and UNHCR) have agreed to follow while providing assistance in 
response to the crisis. This was clear in the collaborative roles of government and NGOs in 
managing the camp. As level of uncertainty started to decline and the camp started to take 
shape and size in relatively structured way, a new decentralised service provision model started 
to appear, this model was managed primarily by the government, and it had contributed to the 
establishment of institutional and legal frameworks for decision making and the empowerment 
of NGOs, and other local organisation at national and international levels in terms of 
administrational and procedural workflow in assistance distribution.  
 
After one year of the camp establishment, International assistance started to rapidly decline 
due to donor fatigue issues, and began to shift to major services mainly maintained and 
provided by the government, such as health and education, a number of NGOs presence in the 
site started to decrease, despite the fact that other NGOs started to join the Camp, but eventually 
the crisis still rolling and doesn’t show any signs of ending soon. In the semi structured phase, 
participants started to seek more permanent solutions to live and get more involved in the camp 
local community, which is expectable after the first newspaper was unofficially lunched; 
refugees were in touch with news, funds and other opportunities.  
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Figure 7.13: Semi Structured Phase Findings 
Level of uncertainty started to decline and started calling for more permanent sustainable 
solutions for the refugee needs and problems, however, the Jordanian government expressed 
their concern with the possibility of another large scale refugee problem similar to the 
Palestinian refugee problem. A new coordinated service provision model emerged in this 
phase, it is clearly indicated by the respondents’ views that level of coordination has 
dramatically improved, which has naturally happened as a results of learning and experiences 
of working together in the camp. Camp management in this phase has reached a joint effort 
endeavour between the government and UNHCR and other NGOs. This coordination was also 
facilitated by the fact that camp started to benefit from internal commercial projects, as refugee 
were legally allowed to work and run businesses in the camp. This has impacted in the macro 
and micro economic conditions with the camp, NGOs expressed this by saying "It costs $5,000 
to open a shop at a prime location on the main street, which we call the Champs Élysées. We've 
put in better water and better roads. We've appointed street leaders and licensed 'electricity 
ministers'. Before they were stealing the electricity, now they are in charge of it." 
 
Rather than emphasising physical control and keeping resentful recipients dependent on food 
and other handouts, UN workers had begun distributing vouchers, which enabled the refugees 
to buy what they wanted. More cost-effective, direct cash assistance was now being extended 
by the use of ATM machines, backed by improved registration and refugee ID using iris 
recognition isometric technology. 
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Education: When the camp was established in July 2011, a study found that 36% of schools 
were overcrowded by the end of that year, with highest incidence of overcrowding in Mafraq, 
Irbed and Zarqa, which also number of refugee influx is highest (MOPIC, 2013). Another 
analysis by MOED and UNICEF in 2013, found that 41% of schools were overcrowded, with 
no further capacity to register additional students, this is in line with the fact that the increased 
number of student have come with another set of unexpected issues related to the educational 
infrastructure, that has placed greater strain on the sanitation and hygiene facility in school, 
increasing maintenance demands and shortening life span of school furniture. However, 
important challenges to the education of Syrian refugee children are not only found in the 
refugee camps themselves, but more so in the urban areas that received large influx of Syrian 
refugees. In these urban areas, public schools are often over-crowded- some schools are now 
unable to enrol more children- and not all Jordanian teachers have been trained to work with 
war-affected children.  These public schools are organized around the Jordanian curriculum, 
and are based on the Ministry of Education’s guidelines. There are also additional ‘urban’ 
problems that limit the inclusion of Syrian refugee children, such as distance to schools, as well 
as safety and costs of transportation. 
 
 
Figure 7.14 SEMI STRUCTURED PHASE: August 2013 – January 2014 
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Health: Health services within this phase remained under the control and management of both 
government and NGOs, which reflects a higher level in coordination. In the other hand, a 
number of serious implications of the Syrian refugee camp have been identified during this 
phase, this relates to the immediate increased prevalence and risk of diseases among Jordanian 
population. The unprecedented increasing demand on health services, infrastructure and 
medicines with sever commensurate financial consequences. A considerable increase in the 
infectious diseases incidence rate such as TB, measles, hepatitis A, cutaneous and diarrhea 
(Petersen et al, 2013). In the administration level, the ministry of health is rigorously suffering 
from the shortage of medical specialties such as orthopedic, dermatology, gynecology, 
psychiatry and other functional therapy specialists, which has resulted in a sharp increase of 
the daily workload of existing specialists and that is impossible to sustain given the current 
level of demands. Ministry of health in Jordan has recently reported serious deficiencies in the 
supply of vaccines, cardio vascular drugs and oral rehydration therapy, in addition to this, 
medical equipment and capacity of facilities in hospital and health centers, just recently, 
Mafraq hospital have recorded 100% bed occupancy rate (MOPIC, 2014).  
 
In terms of WASH services, they still closely shared and coordinated between government and 
NGOs. Waste water implementation planning has been approved by the Ministry of Health and 
JEN, a sewage network by ACE consultant has also been approved. Throughout this phase, 
less bureaucratic work scheme was quiet apparent, despite it wasn’t an emergency level 
services, but refugee’s number in the camp started stabilizing as Jordanian government placed 
some restrictions on refugees coming into the country.  
7.4.6 SUSTAINABLE STRUCTURED PHASE  
This phase can be identified by the local integration between refugees and all other stakeholders 
involved. Durable long term solutions, strategies and collaborative scheme of works started to 
be introduced by the government as they take control of the camp. It was expected that the 
camp had to shift it existence from a temporarily constructed camp into a self-reliance and 
rather sustainable semi-permanent settlement. This phase also features an increasing focus on 
how to restore the capacity of the government and host communities to rebuild and recover 
from crisis and to prevent relapses into conflict, as this recovery seeks not only to catalyse 
sustainable development activities, but also to build upon earlier humanitarian programmes to 
ensure that their inputs become assists for development. 
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In the long run, levels of vulnerability and uncertainty rapidly decline within the refugee camp. 
Depending on the legal situation in the Jordan, some refugees may find independent 
employment inside or outside the camps. Others sell food and non-food items and other small 
products to raise supplementary income, and many find jobs with the NGOs that work in the 
camps. In Zaatari, a moderately active economy has developed in the camps. However, 
humanitarian actors often disregard this economic context and its implications for effective 
assistance tactics. Apart from a few NGOs (including the American Refugee Committee) 
implementing micro-enterprise development activities, little attention is paid to fostering the 
economic self-sufficiency (or lack thereof) of the refugees. In Zaatari, humanitarian actors have 
continued to provide emergency-level services, which are redundant and are premised on an 
extreme level of vulnerability, long after the level of vulnerability of the camp’s inhabitants 
has stabilized. 
 
Figure 7.15: Structured and Sustainable Phase Findings 
In this stage, resources seem to be divided between immediate needs and actions aimed at 
longer-term improvements and the prevention of potential camp problems. Emergency 
assistance is to be allocated to the maximum extent possible to activities which will be of lasting 
benefit, thus keeping any manic phase as short as possible. From the beginning of an 
emergency, and even during preparations for an emergency, planning must take into account 
the sustainable nature of this phase as well as the envisaged durable solutions. As a general 
principle, the best solution is refugee voluntary sustainable contribution. More legal 
frameworks are being put in place to guarantee minimum civil rights to the refugees, so they 
have access to more schools and health services  
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The structured and sustainable phase outlines the following features in the long term: 
1. Increase self-reliance: Some NGOs and other local communities have been moving 
towards a greater emphasis on building refugees’ economic self-sufficiency within 
camps. More focus required in areas such as developing refugees’ business skills and 
enabling them to create small enterprises. When linked and coordinated with micro-
finance activities with the government competent authority, these activities create an 
incentive to return while improving the durability of the returns.  
2. Promote better economic opportunities for refugees and host government within the 
camp: Humanitarian actors started to increase efforts to persuade governments and host 
populations to allow refugees fuller access to economic opportunities in the camp. 
Farmland could be designated for refugee use, since Zataari refugee camp is surrounded 
by considerable number of farmlands, and refugees should be permitted to work and 
take jobs on the same terms as the local population. 
3. Gradually decrease assistance levels as the population stabilises, and build cost-
recovery into remaining assistance activities: As refugee vulnerability decreases, and 
in conjunction with activities that promote refugee self-sufficiency, NGOs’ assistance 
levels begun to decrease and link to cost-share elements. To the extent that livelihood 
skills can be preserved by enabling refugees to operate within a more realistic economic 
context, humanitarian actors should strive to create such a context. For example, health 
care providers in the camps could charge token fees for certain health care services; 
necessary caveats could be built in to ensure that refugees who remain extremely 
vulnerable would be exempt. Token payments would reduce the economic 
disincentives to repatriation, and would also help to reduce fraud. 
 
In terms of WASH services, they still closely shared and coordinated between government and 
NGOs. Waste water implementation planning has been approved by the Ministry of Health and 
JEN, a sewage network by ACE consultant has also been approved. 
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Figure 7.16:  SUSTAINABLE STRUCTURED PHASE: January 2014 – September 2014 
 
7.5 MANAGING UNCERTAINTY  
Most of the actors in the site have agreed that the service provision in different stages of the 
humanitarian situation was incoherent and fragmented, and as displacement flows, the depth 
and scope of refugees needs and the longer-term impact on infrastructure and host community 
were largely unknown. Gathering and sharing information has also been highlighted as major 
problem in coordinating the service provision model and how does it impact on the refugees. 
In different districts within the refugee camp, refugees’ responses pointed at a high degree of 
uncertainty. 
 
Uncertainty can have many meanings and effects on people. People in refugee camps or in 
comparably unsettling situations may face various degrees of uncertainty combined with other 
difficulties that limit their functioning in everyday life. They can define different situations as 
uncertain and deal differently with this uncertainty according to the attributed 
meaning. Uncertainty has affected the service provision models at different degrees throughout 
the identified stages, for example, when the early inception of the camp and during the manic 
phase, Government, NGOs and refugees didn’t have to deal with uncertainty especially in the 
emergency level service provision, but as time goes by, population of the camps exponentially 
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increases along with the degree of uncertainty, this positive correlation  reached its peak in 
during JITB phase, where the camp had the highest influx and could not cope with the 
increasing number of refugees. In fact, this immense degree of uncertainty had helped to form 
Just in time bureaucratic management style, as time was crucial and working towards common 
objectives was paramount, which, in another sense, pointed at a potential area of integration 
especially in education and health services. Just in time Bureaucracy is defined through 
working towards common nonprocedural objectives declaratively without describing 
their control and work flow, neglecting unnecessary procedural steps in providing any 
assistance to refugees, as a desperate attempt to cope with the crisis, and this is done in very 
effective timeframe. This trend was explicitly clear in the collaboration work scheme between 
the different NGOs workers and other operational partners in the camp, it was impressive to 
see JITB implemented in the ground, different NGOs with wide range of mind sets working 
alongside other local organisation and refugees to effectively respond to refugee needs. 
 
The deficiency identified in the current service provision model has resulted in the following 
issues on the local host community in Mafraq: Priority findings for the host communities: 
 
Jordan has shared significantly in bearing of the crisis and shouldering its burden on behalf of 
the international community. This was apparent in all aspects of humanitarian aids Jordanian 
government has been offering despite the harsh economic condition. In recognition of the 
human tragedy unfolding within Syria. The government has maintained an open border policy 
to Syrian seeking refuge and protection from the political conflict. The government has also 
overstretched and extended public services, facilities and resources in an attempt to 
accommodate the most pressing needs of the Syrian refugees.  
 
The unpredicted influx of refugee in a very short time has placed a critical pressure on social, 
economic, institutional and natural resources systems, capacity to cope. Host communities 
around the camps have been impacted to different degree, more importantly, citizen rightful 
access to quality public services have been dramatically affected, especially in the governorate 
of Mafraq, where the largest refugee was established. People in Mafraq found themselves 
confronted with additional competition from Syrian in local job markets, with a worrisome 
increase in child labour, this has put more pressure on local wages and caused food, fuel, rent 
price inflation. As part of international effort to contain the crisis, Jordanian government has 
granted access to local public services to Syria refugees, this include educational services such 
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as schooling, health care and social services. But these efforts come with increasing pressure 
and strain on local public services and infrastructure, some of which were previously deficient 
in quality or inadequate in capacity to meet the needs of local pre-crisis population.  
7.6 KEY FINDINGS  
 
Working in this research has been a life changing experience, conducting field research in the 
dynamic environment of Zaatari refugee camp was also an extraordinary experience. 
Researching and talking to thousands of men, women and children who were trying to survive 
very harsh conditions could get quite emotional. The main focus of this study was placed on 
understanding the coordination structure and identifying its weakness and strengths. Through 
this academic exercise, the general aim is to make a valuable contribution to strengthening the 
coordination of humanitarian assistance within Zaatari camp by indicating the issues and 
challenges facing refugee communities and reporting them to camp authorities. The following 
is a summary of the research findings on the coordination of common services in Zaatari camp, 
this research was trying to shed a light on the possibility of integrating sustainable government 
services towards more efficient and effective public service provision.  
 
7.18 SUMMARY OF FINDINGS 
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This research has identified some aspects of the relationship between government and NGO 
and managing displacement. As indicated in Figure (7.18), some of the services have been 
shifting between government and NGOs depending on three key factors, namely camp 
population, resources and experiences. This was apparent in the case of the Camp management.  
1- Four major phases of the camp development have been constructed based on the 
qualitative and quantitative data analysis of this research.  
a. The first phase is the Manic phase with emergency level service provision, this 
phase was characterized by immense degree of uncertainty which had impacted 
on the service provision as well as the relationship between government and 
NGO in terms of collaboration and management styles. Due to the relatively 
small population, government had tighten their grip around the camp, control 
was paramount. This was also clear in the first government health services after 
the site pavement.   
b. The second phase just in time bureaucracy (JITB) featured the most dynamic 
and versatile service provision model, as actors in the site worked towards 
common nonprocedural objectives declaratively without describing 
their control and work flow, neglecting unnecessary procedural steps in 
providing any assistance to refugees, this is done in very effective timeframe. 
This trend was explicitly clear in the collaboration work scheme between the 
different NGOs workers and other operational partners in the camp, it was 
impressive to see JITB implemented in the ground, different NGOs with wide 
range of mind sets working alongside other local organisation and refugees to 
effectively respond to refugee needs. This was accompanied with the 
government handing over the camp management and the coordination to the 
UNHCR due to the unpredicted influx of refugees to over 130,000, while 
maintaining to provide health, education and protection services. 
c. The third phase is semi-structured phase, where the level of uncertainty started 
to decline and started calling for more permanent sustainable solutions for the 
refugee needs and problems. However, government started to work alongside 
the NGO in areas like the camp management, but the coordination remained the 
main responsibility of UNHRC and other NGOs. 
d. The sustainable phase where a moderately active economy has developed in the 
camps. However, humanitarian actors often disregard this economic context and 
its implications for effective assistance tactics. Level of uncertainty started to 
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stabilize as they camp was naturally transforming into a small size city, or a 
town with a semi-permanent economic model which seems to be self-sufficient 
to a certain extent. Government took the management back from NGOs in this 
phase, and the big question started to overshadow all other questions, which is 
whether the people in that small size city should actually considered refugees or 
internally displaced people (IDP). 
 
2- WASH as a service cluster has been identified as area of integration throughout the four 
stages. Moreover, two main areas of integration have been identified, health and 
education services could have the possibility of vertical and backend integration to 
achieve better service provision.   
 
3- For the host community and public service providers, there are fiscal costs and impacts 
in providing social and welfare assistance for refugees, as in the increased medical and 
education provision, increased demand for utilities such as water, and longer term 
capital costs and impacts such as infrastructure investment. In the short term, the 
impacts of increased refugee-derived demand are likely to be negative for the host 
community, for example, a decline in the quality of service provision is likely with 
higher demand for existing services such as healthcare or education or water supply. In 
the longer term, the impacts are likely to be reflected in expanded investment in capital 
assets such as medical centers, classrooms or road access to refugee camps. The host 
community is likely to face an increase in taxation to pay for the investment in capital 
assets or may pay an opportunity cost by forgoing alternative public sector investment 
options, or the costs may be covered by externally funded humanitarian and 
development assistance.  
 
4- The sudden influx of Syrian refugees and relief resources in Jordan has significantly 
altered the lives of people who lived there. The opportunities available to host 
communities changed in positive ways as well. With the increased local market, there 
was an upsurge in business and trade conducted by both local hosts and refugees. 
Jordanian entrepreneurs from around the country also flocked to the area. Commercial 
centers developed in the refugee camps with daily markets and countless shops and 
restaurants. The largest of these centers was at Zaatari Camp, which was transformed 
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from an intersection with one stop shop into a massive shopping mall. In many cases, 
refugees were perceived as better at doing business than their local hosts.  
 
5- The study shows that there is an improvement in the information, knowledge and 
expertise management in the context of both medical and educational services.  Host 
community has greatly benefited from different level of expertise provided by 
operational partners and NGOs in Zaatari Refugee camp.  Doctors have explicitly 
described this as international collaborative effort geared towards helping refugees, 
which in its turn has helped in sharing medical practical experiences not only in dealing 
with critical situations, but has its own positive implication in improving the quality of 
health services provision in local and national hospital and health centers. This 
knowledge management has also benefited the educational sector in the local and host 
communities, not only through students engagement but also by sharing experiences 
across and between different educational agencies in and outside the camp.   
 
6- Semi-permanency and uncertainty are two key factors primarily effecting the camp 
management and also the service provision model. As the Syrian conflict has stepped 
in its fourth year, it is highly debatable amongst the participants of this study, over the 
last three years, the statehood of the Syrian refugees in the long run. Asylum is 
fundamentally a protective measure, international refugee law is intended to give 
asylum to those who have a legitimate fear of persecution or of being caught up in a 
situation of generalized violence. In either case, once the conflict ends and security is 
restored in Syria, perhaps there is no longer a strong protection argument as to why the 
refugees continue to require asylum and stay in the camp. Consequently, this has an 
increasing impact on the role of stakeholders in the camp.  
 
7.7 ISSUES WITH THE OVERALL SERVICE PROVISION MODEL  
 
Respondents in this study have identified several issues associated with the vibrant service 
provision model in the camp. First, the existing service provision model undermines the long-
term goal of asylum, which is repatriation. The continues provision of free services after the 
manic phase – once many refugees have the capacity and the desire to support themselves – 
increases refugees reliance on international and national aid such as food, medical care, 
education, skills training and a variety of other free services. There is little call on them to use 
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their job skills, and over time these unused skills deteriorate and are forgotten. The habits of 
functioning in normal economic conditions – where food, health care, education and other 
things all have real costs – are lost. This makes eventual reintegration into home communities 
very difficult, as refugees must adapt from a situation of near-total economic dependency to 
one of near-total self-reliance. 
 
Refugees generally face repatriation to a post-conflict situation in which the rehabilitation of 
their home communities will be a long and difficult process. Once certainty is declined and the 
political unrest settles, refugees are expected to return to their homeland. However, Syrian 
refugees repatriating to Syria can expect to find minimal public services, education and health 
care at home. As time goes on, indications from this research show that the volume of services 
in the camp exponentially decreases, and the camp starts to suffer from donor fatigue, therefore, 
sustaining the same level of services as is seems to be impossible, as other crisis are happening 
in another side of the world and the donors attention is shifted elsewhere.  
 
Semi-permanency and uncertainty are two key factors primarily effecting the camp 
management and also the service provision model. As the Syrian conflict has stepped in its 
fourth year, it is highly debatable amongst the participants of this study, over the last three 
years, the statehood of the Syrian refugees in the long run. Asylum is fundamentally a 
protective measure – international refugee law is intended to give asylum to those who have a 
legitimate fear of persecution or of being caught up in a situation of generalised violence. In 
either case, once the conflict ends and security is restored in Syria, perhaps there is no longer 
a strong protection argument as to why the refugees continue to require asylum and stay in the 
camp. If a large part of the reason for not returning is that economic conditions are difficult 
and the home country cannot provide adequate social services, then the basis for asylum is 
much harder to justify, particularly when the hosting country also has extensive economic 
problems such as Jordan. The idea that refugees can wait to return until their towns are 
rehabilitated can also harm their home communities by reducing the amount of reconstruction 
aid they receive. In a post-conflict rehabilitation context, aid is not generally delivered to 
abandoned towns; rather, it is directed to the areas where people are returning in the highest 
numbers. 
 
Third, the existing service provision model relatively ignores the local host community. While 
some NGOs succeed in raising funds to implement a few side projects in host communities, 
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these are often inferior in scope and scale to the projects carried out for refugees. In Mafraq, 
for example, there is a fundamental inequity between the qualities of services available to the 
two populations. While refugees receive extensive support from humanitarian agencies, 
impoverished Jordanians in nearby villages have little food, low-quality health care and under-
resourced schools. According to UNHCR reports, this has caused resentment between the host 
and refugee populations, leading to violence on a number of occasions. 
7.8 A PROPOSED INTEGRATED SERVICE PROVISION MODEL  
 
A necessity has arisen for an integrated service provision model  in protracted situations, a 
model that takes into account reduced vulnerability over time, actively promotes refugees’ 
ability to support themselves economically rather than pushing them into dependence, and 
minimizes tensions through better engagement of the host community. This would also reduce 
the degree of uncertainty and make integration swifter, by gradually removing economic 
incentives to remain in the refugee camp. The current multifaceted service provision model 
presents a set of serious obstacles before another model can be implemented. Under the current 
service model, and strict government control, refugees are insulated from the surrounding 
economy, their food is shipped in from outside the country, they are often not allowed to work 
outside the camp, and in any case they have few initial resources with which to participate in 
the wider regional economy. Increasing their participation in the regional economy could help 
them integrate with the local host community, encourage the self-reliance of the refugees and 
reduces prolonged dependency on outside relief, without preventing the promotion of a long-
term solution as soon as possible.  
 
These are serious difficulties, but they can be dealt with. With regard to the permanence of a 
refugee settlement, these settlements are, in a protracted situation, semi-permanent already. 
The choice facing host governments is not, practically speaking, between a permanent or 
temporary settlement, rather, it is between a semi-permanent settlement that erodes the 
livelihood skills of its inhabitants, and one that does not. Nor does it necessarily follow that a 
refugee population that is deeply economically integrated with the host population will be 
slower to return because of these economic ties. While there is certainly truth in this, economic 
integration is unlikely to be a greater incentive to stay in the country of asylum than the 
provision of completely free food, health care, and education. Moreover, greater economic 
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integration makes a cost-recovery approach more feasible, and this can be used to reduce the 
economic incentives for refugees to stay once the situation in their home country stabilises. 
The question of resource competition is more difficult. However, with proper engagement by 
humanitarian actors, the problem can be mitigated. Indeed, engaging the host community more 
extensively in producing goods for the refugees, while also supporting joint refugee–host 
community business enterprises, could provide tangible economic benefits to the host 
communities, creating new consumers for local goods, generating jobs, and spurring local 
economic activity. 
7.8.1 INTEGRATED PUBLIC SERVICE MODEL IN THE CAMP  
The issues identified in this research could largely be addressed by integrating the service 
provision models in order to decrease refugees’ dependence on international assistance and 
better engaging the host community in integrated service mechanisms. These actions would 
constitute an important move away from the traditional emergency response model towards a 
more appropriate protracted assistance model, this will help the Jordanian government shift its 
response from emergency level service provision model represented by immediate 
humanitarian relief to a structured service provision model represented by self-sustainable and 
long-term development, and from building camps to supporting cities through a sustainable 
efficient service provision model.  
 
Integrated public service provision model refers to the coordination of working arrangements 
where multiple actors and public sector organizations are involved in delivering a public 
service to a refugee camp. Such a model will allow the government to manage the service 
provided in a consistent and efficient way, making sure that performance across a portfolio of 
multi-sourced services meets refugees and local community needs. The integration model will 
help Jordanian government shift its response from emergency level service provision model 
represented by immediate humanitarian relief to a structured service provision model 
represented by self-sustainable and long-term development especially for specific service 
where integration has been identified such as health and education services, and from building 
camps to supporting cities through a sustainable efficient service provision model. 
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7.19 THE SHIFT FROM CAMP TO CITY 
Integrate public services within the camp: Health and Education services remain the most 
sustainable services provided in the camp, as they don’t depend in international aid and mainly 
provided by the government, they point at a potential area of integration, especially in terms of 
eGovernment implementation within and outside the refugee camp. Integration in the context 
of health services means the organization and management of health services within the camp 
so that refugee get the care they need, when they need it, in ways that are user-friendly, achieve 
the desired results and provide value for money. Health care service integration can be achieved 
by providing a range of services for a refugee camp population at one location and under one 
overall manager. The specific 'shape' of integrated services at primary, secondary and tertiary 
levels of care will certainly look different because the different levels have different functions 
and staffing patterns. Health services can also be integrated vertically of different levels of 
service - for example, district hospitals, health centres and health posts. In this form of 
integrated health services, an overall manager is in charge of a network of facilities and 
personal and non-personal health services within the camp.  
 
Maintain the balance of the level of assistance for refugees and for the host population is key 
in managing refugee camps. The traditional approach to refugee assistance pays lip service to 
the inclusion of the host community in assistance endeavours, but in Jordan and many other 
contexts, this is not a major consideration for humanitarian actors. A far better alternative 
would be to balance the levels of services available to both populations, while engaging the 
host population in the provision of services to the refugees. This would decrease tensions 
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between the two groups, while creating a concrete incentive for the host population to be more 
welcoming to the refugees. One form that this could take would be the provision of health 
services through existing local health structures. Assistance could be structured to increase 
local capacity to handle the additional caseload, in conjunction with programmes to enhance 
the quality of services. This would provide tangible benefits to the host community, ensure a 
comparable level of services for refugees and the host population, and avoid the need to 
construct a costly and unsustainable parallel health system for the refugees 
7.9 CHALLENGES OF THE RESEARCH  
 
The translation of methodologies from Arabic to English was mentioned several times as an 
issue requiring careful attention. As the Arabic spoken in Jordan differs from Syrian Arabic, a 
translator familiar with Syrian Arabic and the humanitarian vocabulary is required. Not only 
can the nuance of a question get lost in translation but definitions of key terms used within 
Syrian communities sometimes differ from definitions used by international organizations. 
Refugees and NGOs vulnerability. Lack of trust on source of information was one of the main 
issues encountered in this research. Information flows in the Camp are overly focused on street 
leaders and ordinary refugees are dependent t on getting time-sensitive information by word-
of-mouth, which is not reliable. A considerable number of refugee cited that street leaders as 
one of their most trusted sources. Refugees believe NGOs should diversify their 
communications approach and create a range of mechanisms to deliver information in a more 
neutral and egalitarian manner.  
 
7.10 CONCLUSION  
 
Jordan has shared significantly in bearing of the crisis and shouldering its burden on behalf of 
the international community. This was apparent in all aspects of humanitarian aids Jordanian 
government has been offering despite the harsh economic condition. In recognition of the 
human tragedy unfolding within Syria. The government has maintained an open border policy 
to Syrian seeking refuge and protection from the political conflict. The government has also 
overstretched and extended public services, facilities and resources in an attempt to 
accommodate the most pressing needs of the Syrian refugees. Zaatari camp was officially 
inaugurated on 28th July 2011, it is currently the second largest refugee camp in the world, and 
it is home to over 120,000 Syrian refugee, including many children unaccompanied by parents. 
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The vast majority of the refugees were formerly residents of southern Daraa governorate in 
Syria, where artillery air attacks first took place. Zaatari camp is located in Mafraq governorate 
in northern Jordan, and still suffers severe issues in terms of macroeconomic, social, health 
conditions and service provision. The living conditions in the camp are improving but still 
certainly hazardous. 
 
A dynamic efficient service provision model will help the government and other NGOs to 
manage the camp more effectively, reduce the negative impact of the overuse of the resources, 
and maintain the balance in public service provision at local, national level and the refugee’s 
community. Such a service provision model will also help NGOs collaborate and coordinate 
more efficiently.  In the other hand, a few efforts have been made to enable refugees to support 
themselves and develop self-sustaining livelihoods, which if not developed at certain point 
through the refugee camp life cycle will undermine the refugees’ livelihood skills, makes 
repatriation more difficult, and increases tensions with the host communities.  
 
This chapter captures some features of the dynamicity and versatility of service provision 
model in Zaatari refugee camp. It has also helped in identifying serious issues in the 
government services provided within the camp, especially in the context of medical and 
education services. It helped to provide an integration mechanism for the identified government 
services. The views and opinions expressed within were collected from several NGOs, 
government agencies and refugees. Preliminary data analysis of the qualitative data has 
revealed a very interesting agile service provision model with four identified stages, namely, 
manic stage, just in time bureaucracy stage, semi structured stage and structured and 
sustainable stage.  Drawing on Zaatari refugee camp as an example, this chapter also argues 
that humanitarian actors should develop a better provisional model for refugee assistance. The 
chapter strongly suggests that Jordanian government must shift its response from emergency 
level service provision model represented by immediate humanitarian relief to a structured 
service provision model represented by self-sustainable and long-term development, and from 
building camps to supporting cities through a sustainable efficient service provision model 
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CHAPTER 8: CAMP SERVICE INTEGRATION 
 
8.1 INTRODUCTION 
 
Jordan has shared significantly in bearing of the crisis and shouldering its burden on behalf of 
the international community. This was apparent in all aspects of humanitarian aids Jordanian 
government has been offering despite the harsh economic condition. In recognition of the 
human tragedy unfolding within Syria. The government has maintained an open border policy 
to Syrian seeking refuge and protection from the political conflict. The government has also 
overstretched and extended public services, facilities and resources in an attempt to 
accommodate the most pressing needs of the Syrian refugees. Zaatari camp was officially 
inaugurated on 28th July 2011, it is currently the second largest refugee camp in the world, and 
it is home to over 120,000 Syrian refugee, including many children unaccompanied by parents. 
The vast majority of the refugees were formerly residents of southern Daraa governorate in 
Syria, where artillery air attacks first took place. Zaatari camp is located in Mafraq governorate 
in northern Jordan, and still suffers severe issues in terms of macroeconomic, social, health 
conditions and service provision. The living conditions in the camp are improving but still 
certainly hazardous. 
 
This chapter is applying integration to the identified government services within the Zaatari 
refugee camp, it is looking particularly at integrating health and educational services, those 
services have been highlighted by the research participants as urgent services that form priority 
for potential integration.  
 
8.2 INTEGRATION SCENARIO  
 
Two main areas of integration have been identified between Ministry of Health and Ministry 
of Education as horizontal integration (health and educational services) and, which seems to 
feature a longer term permanency within the refugee camp, it is also believed, if successfully 
integrated, it could lead to cut down of the public fund spent on managing the services and 
facilities in the camp and effected areas such as public schools and hospitals. Health and 
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education services could also have the possibility of vertical and backend integration to achieve 
better service provision.  This integration will help in improving the performance and push 
towards transparent and accountable camp management. 
 
There are now over 115 000 Syrians currently residing in Al Zaatari (UNHCR, 2014). They 
are in need of regular health services. Even though the Ministry of Health together with the 
United Nations Office of the High Commissioner for Refugees (UNHCR), UNICEF, United 
Nations Population Fund (UNFPA), Médecins du Monde (MDM), Médecins San Frontières 
(MSF), WHO and other partners have worked tirelessly to improve the quality of health 
outreach, some gaps still remain. In tight coordination with the Jordanian Ministry of Health, 
numerous facilities provide primary health care, including clinics administered by the Ministry, 
the Jordan Health Aid Society, and Saudi Government. In the camp, secondary care is being 
supplied through the Moroccan and Jordan–Italian military field hospitals. Tertiary care needs 
are referred outside the camp to the hospital in Mafraq. 
 
Within the several health services provided by the government in Zaatari refugee camp, only a 
set services will be presented as integration case study based on the integration framework 
(IFICSD). The selected services had been highlighted through the ethnographical action 
research, and has been given a special significance by the operational partners in the sites. The 
potential integrable services are WASH Services.  
 
Hygiene is currently a pressing issue within the camp, and it is a key issue for the overall health 
of the individuals in Al Zaatari. Solid waste management needs improvement, and hygiene 
practices as well as repeatedly mentioned by participants of this research. Vulnerability related 
to foodborne diseases, such as hepatitis A and rotavirus, remain as a top priority in the camp in 
order to prevent outbreaks. Sanitation is a paramount necessity now, specifically waste 
management and hygiene of food stalls within the camp. All activities related to sanitation and 
water in the Zaatari refugee camp is managed by WASH. 
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Figure 8.1: WASH services as potential area of integration in the camp 
WASH stands for Water, sanitation and Hygiene, the initiative has been established as 
endeavour by the government and NGOs to ensure access to water and sanitation in refugee 
camps. Without clean drinking water, a person can only live for a few days, and without careful 
attention paid to hygiene and the safe disposal of wastes, the deadly diseases they trigger can 
race through crowded settlements with devastating consequences. 
 
Ensuring that government and NGO have the right information and materials they need is vital 
to improving the public health and wellbeing of communities, especially in the context hygiene 
and water services. 
 
Integrate hygiene as a service will enable government and NGO to achieve the following: 
1- Making sure that affected populations are ensured with safe, equitable and sustainable 
access to sufficient quantity of water for drinking, cooking and personal and domestic 
hygiene. 
2- Making sure that affected populations have access to safe and appropriate sanitation 
facilities. 
3- Making sure that affected populations have reduced risk of WASH-related diseases 
through access to improved hygienic practices, hygiene promotion and delivery of 
hygiene products and services on a sustainable and equitable basis. 
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4- Establish and maintain effective mechanisms for WASH coordination at national and 
sub-national levels. 
 
An improved health system management is required within the camp. Throughout the different 
stages of this research, emphasis by operational partners involved in health services was being 
placed on diseases, such as tuberculosis and measles. Active surveillance measures have been 
put in place to monitor and respond to any potential outbreaks in the camp. Health surveillance 
and preparedness of outbreak in Al Zaatari has greatly improved since the opening of the camp 
15 months ago, with the early warning systems being strategically enforced. Conversely, the 
improvement of overall health service management has been a key success story for Al Zaatari. 
It is expected that the provision of health care will be increasingly effective and efficient if the 
integrated model has been successfully implemented. However, the camp needs medicines, 
particularly for chronic diseases, and ambulances for the referral to secondary and tertiary non-
camp hospitals and health facilities.  
 
Implementing integration scenario on WASH services will enable better collaboration and 
coordination internally across different departments within the Ministry of Health, and 
externally, between Ministry of Health and other NGOs and operational partners in the refugee 
camp. Integrating the current provided health services in the camp based on a service oriented 
approach requires rapid transformation of the existing government applications, data, and 
content into web services using a completely non-intrusive approach that requires no 
fundamental changes to the existing applications.  
 
Service provider side: 
In order to implement Water, Sanitation and Hygiene based on the proposed integration 
framework, common goals and shared purpose by public services organisations and NGOs 
need to be developed, particularly and in the front line mode, in this case, Ministry of Health 
(MOH), Japan Emergency NGO, Agency for Technical Cooperation and Development and 
Oxfam, which will lead to respond effectively to the increasingly complex demands of 
consumers of public services with multiple needs in the refugee camp. The technical vertical 
structure in this scenario poses a major interoperability challenge, as backend and legacy 
systems of service providers are developed, maintained and administrated in distinctive 
environments. Therefore, service providers are expected to cooperate and collaborate by 
addressing a cross-cutting policy, strategic and operational demands of public services.  
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As WASH is a shared and closely coordinated set of services, which requires internal 
coordination between a number of medical agencies inside the Ministry of Health, and 
Externally with other NGOs and health operational partners. Thus, service providers involved 
in WASH service are expected to transform their shared and existing applications and online 
systems to asynchronous web services, with a standard message-based interface using the same 
interoperable language SOAP. Those applications can be agreed upon within the government 
department depending on refugee’s demands, degree of digitalisation and level of dependency 
by other services. Web services need to be conformed to a predefined legal, technical and 
organisational exercise intends to resolve and prevent issues arising from incompatible content 
of different computer systems, namely electronic Government Interoperability Framework 
eGIF. EGovernment initiatives should produce a set of architectural guidelines to serve as an 
initial reference to all architectural standards to be distributed and used by various eservices 
implementation projects. In case of Jordan, the compliance to the Jordanian eGIF release 1.0 
needs to be met before service providers can publish their web services.  
 
For security purposes, only government departments are permitted to connect to the service 
submission server in the Enterprise Service Bus, in this case departments and agencies working 
under the Ministry of Health, therefore, any external service publisher must coordinate service 
composition with the Ministry of Health through the Electronic Government Program, and 
compliance with the Jordanian eGIF must be asserted. The technical separation between the 
data layer and application layer will help to maintain a high level of security, as well as allowing 
government departments to restrict direct access to their internal systems, which would reduce 
cross organisational resistance to minimum levels.  
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Figure 8.2: Extended Integration Framework 
 
In the WASH Scenario, five service publishers are involved in the integration process, Japan 
Emergency NGO, Agency for Technical Cooperation and Development, Oxfam and UNHCR, 
as it can be seen in Figure ( 8.2) the Extended Integration Framework, a new layer has emerged 
as external actors require access to the Enterprise service bus in order to publish their services, 
this could not be achieved by direct access due to security and technical issues such as data 
integrity, unauthorised service invocations and lack of compatibility with the Jordanian eGIF 
release 1.0. Consequently, a Non-Government Data Layer has been implanted into the 
integration frame work, this layer is projected to provide a platform for external agencies and 
NGOs to publish their services in collaboration with the Ministry of Health. Within this data 
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layer, another horizontal integration is also expected to take place under the organisational 
management of UNHCR, this could be achieved through the current WASH agendas.     
 
By publishing the WASH services in the Enterprise Service Bus through the Ministry of Health 
portal, the service will become available for the service consumers through the main 
eGovernment portal, this centrality in the service provision will help automate WASH services 
for more robust utilization, reduce cost of the services, standardise information across different 
actors in the refugee camps, which would help in the process in managing the camp services 
and yet massively reduce data redundancy between service providers in the camp. Moreover, 
automating and integrating WASH will lead to more transparency and accountability in terms 
of managing international funds put towards existing NGOs and local, national organisations 
with many Sanitation and Hygiene projects in papers but not very apparent in the site, this will 
also introduce duplicated WASH projects in Zaatari and assist in better communication 
between the existing ones. As the number of local and national organisation which claim to 
have projects in relation to WASH activities are rapidly increasing, there might be sufficient 
players in the ground in this field of donation, and the new integrated service will help 
government and camp management committee to identify areas that lack donations or require 
financial aid, which accordingly will help in fair service distribution within the camp.   
 
Service consumers could be government departments involved in the management or service 
provision in the camp, in this case, Ministry of Health (MOH), or NGO such as Japan 
Emergency NGO, Agency for Technical Cooperation and Development and Oxfam. In order 
for the previous entities to utilise the service, they should connect to eGovernment portal via 
the provided access channels. Government services will be offered and presented on the portal 
based on predetermined agreement between eGovernment initiative program and the service 
provider. Service consumer is expected to login to the web service of accessing information of 
WASH through the application interface via service discovery engine. Once authenticated 
successfully based on WASH WS-Authorization, service consumer will be prompted to fill in 
the electronic application form with the necessary information that meet the requirements of 
WASH by Ministry of Health. 
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8.3 CONCLUSION  
 
A dynamic efficient service provision model will help the government and other NGOs to 
manage the camp more effectively, reduce the negative impact of the overuse of the resources, 
and maintain the balance in public service provision at local, national level and the refugee’s 
community. Such a service provision model will also help NGOs collaborate and coordinate 
more efficiently.  In the other hand, a few efforts have been made to enable refugees to support 
themselves and develop self-sustaining livelihoods, which if not developed at certain point 
through the refugee camp life cycle will undermine the refugees’ livelihood skills, makes 
repatriation more difficult, and increases tensions with the host communities.  
 
This chapter demonstrates how to use the suggested integration framework to integrate health 
and educational services in the camp. This chapter also argues that humanitarian actors should 
develop a better provisional model for refugee assistance. The novel model constructed within 
strongly suggests that Jordanian government must shift its response from emergency level 
service provision model represented by immediate humanitarian relief to a structured service 
provision model represented by self-sustainable and long-term development, and from building 
camps to supporting cities through a sustainable efficient service provision model. 
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CHAPTER 9: THESIS CONCLUSION  
9.1 INTRODUCTION  
 
A necessity has arisen for an integrated service provision model in protracted situations, a 
model that offers the ability to progressively reduce vulnerability, actively promotes refugees’ 
ability to support themselves economically rather than pushing them into dependence, and 
minimizes tensions through better engagement of the host community. This would also reduce 
the degree of uncertainty and make integration swifter, by gradually removing economic 
incentives to remain in the refugee camp. The multifaceted service provision model in Zaatari 
refugee camp presents a set of serious obstacles before another model can be implemented. 
Under the current service model, and strict government control, refugees are insulated from the 
surrounding economy, their food is shipped in from outside the country, they are often not 
allowed to work outside the camp, and in any case they have few initial resources with which 
to participate in the wider regional economy. Increasing their participation in the regional 
economy could help them integrate with the local host community, encourage the self-reliance 
of the refugees and reduces prolonged dependency on outside relief, without preventing the 
promotion of a long-term solution as soon as possible.  
 
This thesis investigates public service integration practicality, technicality and applicability in 
Jordan, with special emphasis in applying a new public service integration model to the Zaatari 
refugee camp in Jordan. It provides an interoperability integration framework that connects 
closely coordinated services based on Service Oriented Architecture, Enterprise Service Bus 
and Web services in an attempt to align the organizational structures and processes of different 
government departments. The suggested integration framework has been demonstrated on two 
realistic case examples of public service integration in the current electronic government 
project implementation in Jordan. The first example is integrating three services, namely, 
applying for a Tourism Agency License, applying for a Vocational License and applying for 
No Criminal Record Certificate in a highly interoperable manner and a high level of 
adaptability to existing government policies and priorities. The second example draws upon 
the existing dependency in the current public service structure, and it applies the integration 
framework to Custom Clearance Service, Vocational Licenses and No Criminal Certificate 
services.   
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The thesis has also identified areas of integration in the public service provision within the 
Zaatari refugee camp in Jordan. An intensive four years field study has helped defining a very 
interesting agile service provision model with four identified stages, namely, manic phase, just 
in time bureaucracy phase, semi structured phase and structured and sustainable phase.  
Moreover, this thesis captures essential features of the dynamicity and versatility of service 
provision models in Zaatari refugee camp. It has also helped in identifying serious issues in the 
government services provided within the camp, especially in the context of medical and 
education services. 
 
The thesis argues that humanitarian actors should develop a better provisional model for 
refugee assistance. The novel model constructed within strongly suggests that Jordanian 
government must shift its response from emergency level service provision model represented 
by immediate humanitarian relief to a structured service provision model represented by self-
sustainable and long-term development, and from building camps to supporting cities through 
a sustainable efficient service provision model. Public service integration within the camp is 
not only necessary but also critical and crucial to cope with the extensive and sever 
humanitarian crisis in Jordan. 
9.2 ACHIEVEMENT OF RESEARCH AIMS  
 
The primary research aim in this thesis stem from the far-reaching question presented by how 
technology can assist in times of humanitarian crisis. In the Jordanian context, this aim was 
accompanied with the frequently asked question amongst government officials, especially 
those who supported the early inception of government integration, what is the role of 
electronic government projects in managing refugee camps, and how public service integration 
can help in release the pressure on the Jordanian government resulted by the immense 
unforeseen influx of refugees over the last three years.  
 
Consequently, this research aims at investigate how to integrate public services in order to 
better cope with the harsh economic conditions resulted by the unpredicted influx of refugees 
in Jordan with special emphasis on Zaatari refugee camp. 
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9.2.1 ANSWERS OF KEY RESEARCH QUESTIONS  
9.2.1.1 PHASE 1 – PRACTICALITY OF PUBLIC SERVICE INTEGRATION 
The practicality section of the research aimed at answering the research question related to the 
practicality of integrating public services in Jordan which is: 
 
2- How public service integration is perceived amongst public administration employees? 
(Practicality of public service integration)  
 
Five areas have emerged as major themes in the context of the practicality section: The 
misconception of the definition of public service integration with electronic Government, 
Drivers and Barriers from intraorganisational view, the readiness and willingness towards 
integration, and potential services where integration may occur. A qualitative and interpretive 
based approached has been used. Consequently, this approach will position the meaning-
making practices of human actors, in this case public servants, at the centre of this study, and 
therefore, five interactive focus groups were conducted. A focus group is always created with 
a specific purpose; a knowledge gap that the focus group is supposed to fulfil. Focus groups 
are a feasible method to gather knowledge and enquiries from different individuals. Different 
participants possess pieces of knowledge about a certain matter and when these pieces are 
brought together, shared and discussed they should point at some potential findings. 
 
9.2.1.2 PHASE 2 – TECHNICALITY OF PUBLIC SERVICE INTEGRATION 
After completing phase 1, which resulted in identifying a current administration necessity to 
further integrate public services, here comes the question of what technologies would help to 
realise and achieve this specific integration. Consequently, section 2 laid down the foundation 
in terms of where to begin. It introduces a new technical framework towards public service 
integration in Jordan. The proposed framework, integration framework for interpretability of 
connected service delivery (IFICSD), will help connect all actors involved in service delivery 
in an integrated government environment, and provide an effective means of communication 
between all of those actors to share data, information and services in a constituent and 
consistent manner. IFICSD is formed as an interconnected structure that offers an integrated 
government for all actors to communicate together in a seamless manner, through using 
Enterprise service bus technology, an integrated medium for all involved actors to be plugged 
onto the system, without having to deal with migration technical issues and legacy problems. 
As a result, government agencies are expected to publish their existing services in a form of 
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web services into the Enterprise Service Bus (ESB) and make them available to other systems 
to use, share and utilize using a unified web service description framework based on Service 
Oriented Architecture (SOA). 
 
The IFICSD will help answering the second research question which is represented by:  
 
3- What technologies can be utilised to integrate the current public service provision 
(Technicality of public service integration)? An interoperable integration framework is 
required to shift the existing service provision structure into incremental cross-portfolio 
integration. 
 
Using SOA, ESB and web services to connect and integrate service delivery will enable 
multiple government constituents and service providers to reuse developed assets, share data 
and provide a seamless panel of highly integrated services. Implementing a flexible SOA 
solution for governing, integrating, deploying, securing, and managing services, irrespective 
of the platforms on which they were created, will increasing the effectiveness, efficiency, and 
quality of service. Moreover, an SOA flexible solution will help to overcome the current 
organisational resistance which is presented as one of the most challenging barriers hindering 
service connectedness. 
 
The prerequisite for effective information and data sharing between government departments 
is technical interoperability. This Technical level interoperability deals with the technical 
aspects of interconnecting government systems and standardisation of data format and data 
exchange protocol, and the extensive use of web services, all these elements can serve 
purposefully towards the concept of Service Oriented Architecture SOA.   
 
This section also investigates the connected public services delivery through the integration of 
back office processes. It provides an interoperability integration framework that connects 
closely coordinated services based on Service Oriented Architecture, in an attempt to align the 
organizational structures and processes of different government departments (Service 
Providers). As we believe that this integration is not only necessary but also critical and crucial 
at this stage of e-government implantation in developing countries. The framework provided 
in this chapter provides a high level of semantic integration through the deployment of Service 
Oriented Architecture (SOA), Enterprise Service Bus (ESB) and Web services, which will help 
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to integrate the process of public service provision for best use by the end user, as well as to 
avoid duplication and redundancy in government agencies. 
 
9.2.1.3 PHASE 3 - APPLICABILITY OF PUBLIC SERVICE INTEGRATION IN 
REFUGEE CAMP 
 
This section captures essential features of the dynamicity and versatility of service provision 
models in Zaatari refugee camp. It has also helped in identifying serious issues in the 
government services provided within the camp, especially in the context of medical and 
education services. The analysis in this chapter will help to provide an integration mechanism 
for the identified government services. The views and opinions expressed within were collected 
from several NGOs, government agencies and refugees. Preliminary data analysis of the 
qualitative data has revealed a very interesting agile service provision model with four 
identified stages, namely, manic phase, just in time bureaucracy phase, semi structured phase 
and structured and sustainable phase.   
 
Upon the conceptual demonstration of how the selected public services can be integrated based 
on the integration framework, the suggested framework has been implemented on the possible 
areas of integration within the refugee camp.  
 
This has accordingly answered the third research question:  
 
2- Identify areas of integration in the government services provided in Zaatari refugee 
camp? 
 
 
This research has used ethnographic principles and methods along with participatory 
techniques to guide the research process and usually action research is used to link the findings 
back in to the initiative through the development and planning of new activities. Therefore, the 
research has utilised qualitative research methodological approach to collect data and ground 
theory to analyse the data. This phase is also based on ethnographical based research, as this 
section of the research has developed over three year period and several field studies to the 
Zaatari refugee camp. This section also draws upon some action research aspects, as the 
researcher’s aim is to contribute to the real situation of the people to gain feedback from their 
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understanding in an immediate problematic situation such which could be implemented in a 
refugee camp. Most of the action research definitions focus on the collaboration between 
researchers and participants involved in the study of the situation under investigation. Action 
research has so far been largely ignored in Information Systems. 
 
9.3 RESEARCH CONTRIBUTIONS 
 
This research will contribute to knowledge by providing a novel model for integrating public 
service in refugee camps, this aims at coping with the harsh increasing demands of hosting and 
refugees communities. Moreover, this research is expected to help in laying down some of the 
foundations for refugee camps establishment in the Middle East region especially in public 
service delivery and integration within the camps, and as political unrests expand, the region 
is going through holistic change in the political and economic landscape, which inevitably will 
lead to more displacement and refugees. Therefore, this research is in practical importance to 
the Jordanian government and other local and international governments to consider the 
internal/external integration model suggested in this research.  
 
This research is expected to contribute to the new UNHRC assessment strategy 2016 by 
suggesting a new model to integrate service provision within refugee camps. If developed in 
line with UNHRC agenda, NGOs and other operational partners can draw upon some of the 
common successful practices mentioned and captured in this research, this is clear in the JITB 
just in time bureaucracy model in chapter 7. 
 
Accordingly, the main contributions of this thesis fall into three main areas:  
9.3.1 FIRST AREA OF CONTRIBUTION 
The first area of contribution in this theses is presented by a new technical framework towards 
public service integration in Jordan. The proposed framework, integration framework for 
interpretability of connected service delivery (IFICSD), will help connect all actors involved 
in service delivery in an integrated government environment, and provide an effective means 
of communication between all of those actors to share data, information and services in a 
constituent and consistent manner. IFICSD is formed as an interconnected structure that offers 
an integrated government for all actors to communicate together in a seamless manner, through 
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using Enterprise service bus technology, an integrated medium for all involved actors to be 
plugged onto the system, without having to deal with migration technical issues and legacy 
problems. As a result, government agencies are expected to publish their existing services in a 
form of web services into the ESB and make them available to other systems to use, share and 
utilize using a unified web service description framework based on SOA. 
Considering the requirements from citizen and government agencies, a multi-tier architecture 
should be introduced in order to logically separate presentation, application processing, and 
data management functions in eGovernment applications, which would enable various existing 
eGovernment applications to be integrated with new ones in extensible fashion. Integration 
framework for interoperability of connected services (IFICS) will help connect all actors 
involved in service delivery in an integrated environment, and provide an effective means of 
communication between all of those actors to share data, information and services in a 
constituent and consistent manner. IFICS is formed as an interconnected structure that offers 
an integrated environment for all actors to communicate together in a seamless manner, through 
using Enterprise service bus technology, an integrated medium for all involved actors to be 
plugged onto the system, without having to deal with migration technical issues and legacy 
problems. As a result, government agencies are expected to publish their existing services in a 
form of web services into the ESB and make them available to other systems to use, share and 
utilize using a unified web service description framework based on SOA.  
 
The novel model builds on insights and learning from best practice in large corporate 
integration projects, using SOA and ESB technologies, and applies this to e-government 
service integration and provision.  The integration framework suggested in this chapter draws 
together proven techniques and integration frameworks from several proceeding architectures 
and design styles, with new universal open standards and integration technologies that have the 
potential to provide a technically achievable framework for modern eGovernment 
implementations. Integration framework for interoperability of connected services (IFICS) will 
help connect all actors involved in service delivery in an integrated environment, and provide 
an effective means of communication between all of those actors to share data, information and 
services in a constituent and consistent manner.  
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Figure 5.2: Integration framework for interoperability of connected services (IFICS) 
 
 
IFICS is formed as an interconnected structure that offers an integrated environment for all 
actors to communicate together in a seamless manner, through using Enterprise service bus 
technology, an integrated medium for all involved actors to be plugged onto the system, 
without having to deal with migration technical issues and legacy problems. As a result, 
government agencies are expected to publish their existing services in a form of web services 
into the ESB and make them available to other systems to use, share and utilize using a unified 
web service description framework based on SOA. 
 
The successful implementation if the IFICS vision of modern eGovernment projects has been 
to achieve rapid and flexible integration of systems across all government departments in order 
to achieve the following: 
 
1- Reduce implementation and ownership costs. 
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2- Improve public service provision.  
3- Improve government transparency, accountability and participation. 
4- Achieve better IT utilization and return on investment.  
 
The technical framework (IFICS) has contributed to three research papers and one published 
chapter as follows: 
Chapter: 
3. Al-Husban Moh’d & Adams Carl 2014 “Connected services delivery framework: 
Towards Interoperable Government”. IGI Global. 
Papers:  
1. Al-Husban Moh’d, Al-Husban Amal, Khayyam Hashmi and Zakie Malik 2014 ” FT-
SOA: A Failure-prediction Technique in Service-Oriented Systems” IEEE, 
MASCOTS. Paris, France. 
 
2. Al-Husban Moh’d & Carl Adams, 2014. University of Portsmouth, “Technical 
framework for Jordanian Government based on SAO and ESB”, Thomson Reuters 
ISI Web of Science (WOS). ECEG14. Romania. (Best PhD Paper 2014 ECEG14) 
 
3. Al-Husban Moh’d, Al-Husban Amal, Khayyam Hashmi and Zakie Malik 2014” FT-
SOA: A Failure-prediction Technique in Service-Oriented Systems” IEEE, 
MASCOTS. Paris, France. 
 
 
9.3.2 SECOND AREA OF CONTRIBUTION  
The second area of contribution in this research was presented by identifying critical aspects 
of the relationship between government and NGO in managing displacement. As indicated in 
Figure (9.1), some of the services have been shifting between government and NGOs 
depending on three key factors, namely camp population, resources and experiences. This was 
apparent in the case of the Camp management.  
 
Four major phases of the camp development have been constructed based on the qualitative 
and quantitative data analysis of this research.  
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Figure 9.1: Refugee Camp Establishment Model 
 
1- This research has identified some aspects of the relationship between government and 
NGO and managing displacement. As indicated in Figure (9.1), some of the services 
have been shifting between government and NGOs depending on three key factors, 
namely camp population, resources and experiences. This was apparent in the case of 
the Camp management.  
2- Four major phases of the camp development have been constructed based on the 
qualitative and quantitative data analysis of this research.  
a. The first phase is the “Manic Phase” with emergency level service provision, 
this phase was characterized by immense degree of uncertainty which had 
impacted on the service provision as well as the relationship between 
government and NGO in terms of collaboration and management styles. Due to 
the relatively small population, government had tighten their grip around the 
camp, control was paramount. This was also clear in the first government health 
services after the site pavement.   
b. The second phase “Just in time bureaucracy (JITB)” featured the most dynamic 
and versatile service provision model, as actors in the site worked towards 
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common nonprocedural objectives declaratively without describing 
their control and work flow, neglecting unnecessary procedural steps in 
providing any assistance to refugees, this is done in very effective timeframe. 
This trend was explicitly clear in the collaboration work scheme between the 
different NGOs workers and other operational partners in the camp, it was 
impressive to see JITB implemented in the ground, different NGOs with wide 
range of mind sets working alongside other local organisation and refugees to 
effectively respond to refugee needs. This was accompanied with the 
government handing over the camp management and the coordination to the 
UNHCR due to the unpredicted influx of refugees to over 130,000, while 
maintaining to provide health, education and protection services. 
c. The third phase is semi-structured phase, where the level of uncertainty started 
to decline and started calling for more permanent sustainable solutions for the 
refugee needs and problems. However, government started to work alongside 
the NGO in areas like the camp management, but the coordination remained the 
main responsibility of UNHRC and other NGOs. 
d. The sustainable phase where a moderately active economy has developed in the 
camps. However, humanitarian actors often disregard this economic context and 
its implications for effective assistance tactics. Level of uncertainty started to 
stabilize as they camp was naturally transforming into a small size city, or a 
town with a semi-permanent economic model which seems to be self-sufficient 
to a certain extent. Government took the management back from NGOs in this 
phase, and the big question started to overshadow all other questions, which is 
whether the people in that small size city should actually considered refugees or 
internally displaced people (IDP). 
 
3- WASH as a service cluster has been identified as area of integration throughout the four 
stages. Moreover, two main areas of integration have been identified, health and 
education services could have the possibility of vertical and backend integration to 
achieve better service provision.   
 
4- For the host community and public service providers, there are fiscal costs and impacts 
in providing social and welfare assistance for refugees, as in the increased medical and 
education provision, increased demand for utilities such as water, and longer term 
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capital costs and impacts such as infrastructure investment. In the short term, the 
impacts of increased refugee-derived demand are likely to be negative for the host 
community, for example, a decline in the quality of service provision is likely with 
higher demand for existing services such as healthcare or education or water supply. In 
the longer term, the impacts are likely to be reflected in expanded investment in capital 
assets such as medical centers, classrooms or road access to refugee camps. The host 
community is likely to face an increase in taxation to pay for the investment in capital 
assets or may pay an opportunity cost by forgoing alternative public sector investment 
options, or the costs may be covered by externally funded humanitarian and 
development assistance.  
 
5- The sudden influx of Syrian refugees and relief resources in Jordan has significantly 
altered the lives of people who lived there. The opportunities available to host 
communities changed in positive ways as well. With the increased local market, there 
was an upsurge in business and trade conducted by both local hosts and refugees. 
Jordanian entrepreneurs from around the country also flocked to the area. Commercial 
centers developed in the refugee camps with daily markets and countless shops and 
restaurants. The largest of these centers was at Zaatari Camp, which was transformed 
from an intersection with one stop shop into a massive shopping mall. In many cases, 
refugees were perceived as better at doing business than their local hosts.  
 
6- The study shows that there is an improvement in the information, knowledge and 
expertise management in the context of both medical and educational services.  Host 
community has greatly benefited from different level of expertise provided by 
operational partners and NGOs in Zaatari Refugee camp.  Doctors have explicitly 
described this as international collaborative effort geared towards helping refugees, 
which in its turn has helped in sharing medical practical experiences not only in dealing 
with critical situations, but has its own positive implication in improving the quality of 
health services provision in local and national hospital and health centers. This 
knowledge management has also benefited the educational sector in the local and host 
communities, not only through students engagement but also by sharing experiences 
across and between different educational agencies in and outside the camp.   
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7- Semi-permanency and uncertainty are two key factors primarily effecting the camp 
management and also the service provision model. As the Syrian conflict has stepped 
in its fourth year, it is highly debatable amongst the participants of this study, over the 
last three years, the statehood of the Syrian refugees in the long run. Asylum is 
fundamentally a protective measure, international refugee law is intended to give 
asylum to those who have a legitimate fear of persecution or of being caught up in a 
situation of generalized violence. In either case, once the conflict ends and security is 
restored in Syria, perhaps there is no longer a strong protection argument as to why the 
refugees continue to require asylum and stay in the camp. Consequently, this has an 
increasing impact on the role of stakeholders in the camp.  
 
Consequently, the proposed Integration model should assist NGOs and other operational 
partners by providing a knowledge management platform to support not only the refugees’ 
wellbeing, but also urban sustainability, refugee skills, health and education.   Preliminary 
data analysis of the qualitative data has revealed a very interesting agile service provision 
model with four identified stages, namely, manic phase, just in time bureaucracy phase, 
semi structured phase and structured and sustainable phase.   
 
The technical in integration framework thin the Zaatari refugee camp has contributed to two 
research papers as follows: 
 
1. Al-Husban, Moh’d & Adams Carl (2015) “Just in Time Bureaucracy Model”. Journal 
of Operational Management – Full Paper.  
 
2. Al-Husban, Moh’d & Adams Carl (2015)” Camp to City, Just in Time Bureaucracy” 
Fourth Global Conference on Economic Geography 2015. OXFORD. UK.  
 
9.3.3 THIRD AREA OF CONTRIBUTION  
The third area of contribution is that this research has contributed to knowledge by providing 
a dynamic efficient service integration model, which, if successfully implemented, should help 
the Jordanian government and other NGOs to manage the camp more effectively, reduce the 
negative impact of the overuse of the resources, and maintain the balance in public service 
provision at local, national level and the refugee’s community. Such a service integration model 
is expected to help NGOs to collaborate and coordinate more efficiently.  In the other hand, a 
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few efforts have been made to enable refugees to support themselves and develop self-
sustaining livelihoods, which if not developed at certain point through the refugee camp life 
cycle will undermine the refugees’ livelihood skills, makes repatriation more difficult, and 
increases tensions with the host communities.  
 
Figure 8.1: WASH services as potential area of integration in the camp 
Ensuring that government and NGO have the right information and materials they need is vital 
to improving the public health and wellbeing of communities, especially in the context hygiene 
and water services. 
 
Integrate hygiene as a service will enable government and NGO to achieve the following: 
1- Making sure that affected populations are ensured with safe, equitable and sustainable 
access to sufficient quantity of water for drinking, cooking and personal and domestic 
hygiene. 
2- Making sure that affected populations have access to safe and appropriate sanitation 
facilities. 
3- Making sure that affected populations have reduced risk of WASH-related diseases 
through access to improved hygienic practices, hygiene promotion and delivery of 
hygiene products and services on a sustainable and equitable basis. 
4- Establish and maintain effective mechanisms for WASH coordination at national and 
sub-national levels. 
 
233 
 
An improved health system management is required within the camp. Throughout the different 
stages of this research, emphasis by operational partners involved in health services was being 
placed on diseases, such as tuberculosis and measles. Active surveillance measures need to be 
put in place to monitor and respond to any potential outbreaks in the camp. Health surveillance 
and preparedness of outbreak in Al Zaatari is expected to greatly improve with the implemented 
integration framework.   
 
Figure 8.2: Extended Integration Framework 
 
The improvement of overall health service management has been a key success story for 
Zaatari camp. Qualitative and timely in-camp laboratory-testing has meant that many diseases 
are being timely identified. Similarly, it is expected that the provision of health care will be 
increasingly effective and efficient. However, the camp needs medicines, particularly for 
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chronic diseases, and ambulances for the referral to secondary and tertiary non-camp hospitals 
and health facilities. The applicability section has produced to two research papers as follows: 
10. Al-Husban Moh’d & Carl Adams, 2105. Integrated framework for refugee camps 
ECEG 15. 
11. Al-Husban Moh’d & Carl Adams, 2105. Cross-Portfolio Services in Semi-permanent 
displacement. The Journal of Humanitarian Assistance- in progress.   
 
9.4 RECOMMENDATIONS FOR PUBLIC SERVICE INTEGRATION IN REFUGEE 
CAMPS 
The proposed framework, integration framework for interpretability of connected service 
delivery (IFICSD), will help connect all actors involved in service delivery in an integrated 
government environment, and provide an effective means of communication between all of 
those actors to share data, information and services in a constituent and consistent manner. 
 
However, in none-integrated and semi-permanent displacement environment such as refugee 
camp this might not be the case, and that due to the fact that managing refugee camps require 
the involvement of many actors such as governments, NGOs, local communities and even 
refugee themselves, and add to that the immense degree of uncertainty in managing the camp, 
which could reach an extent to which a negative impact on performance and management can 
be accurately measured.  
 
Successful implementation of the proposed integration model requires management of a 
number of relationship and work processes, this research has identified five main 
recommendations for best practice and to enhance the likelihood of success for service 
provision integration within refugee camps: 
 
1- Joint up collaboration and clear vision:  
Before the integration framework can be successfully implemented, involved 
government constituents should have a vivid vision and clearly defined objectives about 
service provision integration business logic, and therefore, a clear understanding of 
integration strategies help to integrate service delivery around an agreed shared 
purpose. Government departments and their partners need to be clear about what shared 
objectives should be achieved in terms of service provision, and who and why they need 
to work together in order to make the vision a reality. Moreover, integration actors need 
to agree to a common network and connectivity requirements which will support a 
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catalogue of services that make communication, sharing services provision more cost 
effective.  
 
2- Alignment to existing business processes 
This collaborative joint effort should consider each integration actor’s existing 
processes, assets, systems and delivery mechanism, and align all of the above with 
planned requirements, this could be achieved by formalized as a set of agreed objectives 
aligned to existing structures and strategies of the government and other partners. Time 
and effort should also be considered to ensure that all integration actors agreed on the 
predefined objectives and understand their and others role in delivering integrated 
services. Government departments and their partners should be prepared to deal with 
potential resistance and to plan to address this resistance, especially where cost and 
benefits of a change fall to different budgets and different departments, this may differ 
depending on degree of involvement and available funds, as NGOs might be 
contributing more or less than government in some aspects of the service provision.  
 
3- Holistic cross service governance  
Government departments should develop good practice information about how to 
identify and deal with cross-portfolio issues, such as medical and educational services 
in refugee camp, where a pool of many service providers are involved in the service 
provision. Moreover, constituents are required to develop better and clearer definitions 
of governance geography for integration based on the development of clear shared 
governance and accountability systems for integrated service outcomes.  This should 
not be understood as centralising service provision, but think of service provision more 
as collaborative model of service delivery achieved by moving to multichannel service 
delivery and a better use of back-end processes and systems, which can be perceived as 
an approach for government agencies to move from being system-oriented to chain-
oriented with respect to their structure, functioning, skills and capabilities, and culture 
and management.      
 
4- Commitment and compliance  
Integration actors, whether government departments, NGOs or other operational 
partners should publish their services to the enterprise service bus, the service 
publication process should ensure that all services are complied with the proposed or 
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agreed electronic government integration framework. Service providers should provide 
as much information as possible concerning the data they hold about refugees, 
assistance commodities or any other international and national fund and aids. One way 
of achieving this could be through sharing a common platform where documents and 
information can be openly and easily accessed, this should improve and enhance 
transparency and accountability. 
5- Monitoring and Security   
EGovernment program initiative is required to set up an ongoing monitoring strategy 
and contract uptake, this should be maintained with regular and timely tracking against 
integration projects and strategies. Moreover, eGovernment authorities should inforce 
a high level of security in exchanged documents and services.  
 
9.5 RESEARCH REFLECTION, LIMITATIONS AND CHALLENGES. 
 
This research has dealt with different contexts in narrowing down approach, from the largest 
context Jordan, to a more specific context characterised by integrating public services in 
specific departments for specific services, into integrating public services in refugee camps. As 
the context was changing,  I was exploring different research methods, as I started with quiet 
structured approach to the research methodology, simply by identifying areas of integrations 
and provide a technological solution as platform for integration, but it didn’t turn out that way,  
with what believed that was a plan, I thought this would be the case in refugee camp, however, 
in an unexpected turn of events, research data started to take the lead and do the steering, this 
was the point when this thesis begun to be led by data. From previous experiences, I came from 
technology side, thinking that the concept of integration comes only from the technical factors, 
but with narrowing down the context, the picture begun to be clearer, and after several 
interviews with different stakeholders, it wasn’t only the technology, it was far more complex 
than getting the technology to do the integration, which was explicit in the practicality section, 
several factors play significant role in the success of public service integration, as the king has 
a key role in the integration, and has an influence at what happens in the practical level. When 
the context of public service integration has changed, the structured was lost, with even more 
complex environment within the refugee camp, and the question remained where and how to 
use technology to drive structure, where we could develop a systematic structure facilitate 
information sharing, without risking ending up with restraining technology which would 
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compromise the agile processes workflow within refugee camps. Technology requires shifting 
into a supportive mechanism to facilitate information and service flow with thin the overall 
camp structure.  
 
The translation of methodologies from Arabic to English was mentioned several times as an 
issue requiring careful attention. As the Arabic spoken in Jordan differs from Syrian Arabic, a 
translator familiar with Syrian Arabic and the humanitarian vocabulary is required. Not only 
can the nuance of a question get lost in translation but definitions of key terms used within 
Syrian communities sometimes differ from definitions used by international organizations. 
 
The translation issue had been encountered during different stages of this research. In the 
practicality section, public sector employees seem to have a common expressions and 
colloquial language which could be understood within a specific government context, as they 
are inherently contextual, these sentences require circumstantial interpretation by the 
researcher. In early stages, this was multidimensional problematic which affect not only the 
data collection process but also the interpretation and data analysis, especially when it comes 
to qualitatively analyse textual data, therefore, the research decided to get participants involved 
in the process of transcription and pattern analysis, one way of doing this, is by presents key 
findings of the focus groups to another focus group, where confirmation or refutation can be 
established instantly with participants, this had helped in validating the facts and knowledge 
dissemination between public servants. Consequently, the different conflicted views of 
eGovernment program, which could possibly be contextually inquired by the government 
department, had presented another challenge, determining the impact this divergence on the 
implementation strategy is far from achieved in this research, however, it has underlined one 
of the issue that contributed to slow down the progress of horizontal integration. Despite that 
the issue of different views might be approached as naturally resulted problematic due to a long 
list of factors including, and not limited to, educational and experiential factors, still have 
measurable impact on the decision making process by high level officials.    
   
Refugees and NGOs vulnerability. Lack of trust on source of information was one of the main 
issues encountered in this research. Information flows in the Camp are overly focused on street 
leaders and ordinary refugees are dependent t on getting time-sensitive information by word-
of-mouth, which is not reliable. A considerable number of refugee cited that street leaders as 
one of their most trusted sources. Refugees believe NGOs should diversify their 
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communications approach and create a range of mechanisms to deliver information in a more 
neutral and egalitarian manner. Duo to the political sensitivity of the situation in the camp and 
the authoritarian nature of the current political system and the unsettled degree of uncertainty 
within the camp, refugees would show some preservations in answering questions in many 
different occasions, depending on the nature of the questions asked in the focused group, 
participants would usually look at each other before answering questions because of mistrust, 
and may or may not provide any answers, sometimes they would articulate this by saying they 
want to “stay out of trouble”, sometimes they would say “we just want to have a decent life”, 
in spite of the emotional side of the conversation, this has caused a problem in the data 
collection process.   
 
Alongside several issues emerged as high priorities through this research, access to clean and 
sanitised water and health issues were consistently identified as crucial and should be integrated 
in the service provision side. WASH services are the most noticeable services that should be 
integrated. Many of the issues highlighted by respondents are interconnected. Aspects such as 
credential recognition and skills training were seen as important because of their role in helping 
refugees to support themselves after repatriation.  
 
9.6 FUTURE RESEARCH  
 
Working on this research has been a life changing experience for the researcher, many of the 
social, ethnographical and humanitarian aspects and themes which have emerged from the 
ethnographical action research conducted didn’t find their way to the thesis, and therefore, a 
follow up multidisciplinary research is required to draw upon the vast emerged findings from 
this study. Considering the fact that the service provision model presented in this thesis is only 
an initial first time attempt to assists refugee camp service provision, and therefore, the service 
provision model constructed in this thesis will be further investigated and shared with other 
NGO research centres, this will help inform the current model and achieve better realisation of 
service integration provision.    
 
In the next few months, the research will be working on publishing a booklet in refugee camp 
service provision integration, and provide a platform through which humanitarian actors start 
to think about developing a better provisional model for refugee assistance. A model of service 
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integration that strongly suggests affected governments must shift their response from 
emergency level service provision model represented by immediate humanitarian relief to a 
structured service provision model represented by self-sustainable and long-term development, 
and from building camps to supporting cities through a sustainable efficient service provision 
model.  
 
More research is required in the area of refugee social integration in the hosting communities, 
this research will draw upon the Jordanian government experience with different refugee 
communities, including Palestinian refugees, Iraqis refuges and Syrian refuges. There is 
insufficient research efforts have been done in this area of social inclusion and measure the 
impact of the social and human integration on the hosting communities.  
 
Another research area that presented itself during this research is measuring the development 
and sustainability in urban planning of refugee camps and host communities, this is apparent 
in the case of governorate of Mafraq, where the Zaatari refugee camp is located, it can be 
explicitly visible to the regular observant or local population to notice the difference in the 
urban infrastructure development and sustainability between the refugee camp and the host 
community, as the first is managed and governed by the greater Mafraq municipality, which is 
a government constituent, whereas refugee camp urban infrastructure has benefited for 
international joint collaboration efforts between different NGOs, based in United Nation 
standards, this was the case, for instance, in the Al-Azraq camp establishment, as it could be 
planned and constructed better than some of local towns and villages in Jordan.  
 
The researcher is also working on a research paper which examines the impact of the NGOs on 
the local host community, in the case of Zaatari refugee camp, there are considerable 
percentage of youngsters from Mafraq working in the refugee camp, as another attempt to look 
at the bright and positive side of refugee camps, this paper sheds light on how international 
NGOs have contributed to youngsters skills, mind sets and even languages. NGOs are coming 
from around the world with open minded views to refugee camps and humanitarian relief, this 
hasn’t only opened a wide door and facilitate access to employment and work within the 
refugee camp, but also has helped in empowering those youngsters with very valuable set of 
professional and interpersonal skills.  
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9.7 CONCLUSION   
In times of crisis, governments and Non-Governmental Organizations (NGO) concerned with 
refugee assistance are working alongside in situations of extended displacement to provide 
emergency-level services. These unstructured services are often far beyond what is available 
to the host population, and better than what the refugees will enjoy at home when they 
eventually return, however, they don’t last for too long. In Zaatari refugee camp in Jordan, 
despite the large volume of services provided in the ground, there is no specific service 
provision model governs the quality of the service, fair service distribution and meet the 
challenges of delivering emergency services to the population of the camp, and yet help in 
coordinate the activities between all involved entities in managing the camp, in this case, the 
Jordanian government, NGOs and the local community.  
 
This thesis investigates public service integration practicality, technicality and applicability in 
Jordan, with special emphasis in applying a new public service integration model to the Zaatari 
refugee camp in Jordan. It provides an interoperability integration framework that connects 
closely coordinated services based on Service Oriented Architecture, Enterprise Service Bus 
and Web services in an attempt to align the organizational structures and processes of different 
government departments. The suggested integration framework has been demonstrated on two 
realistic case examples of public service integration in the current electronic government 
project implementation in Jordan. The first example is integrating three services, namely, 
applying for a Tourism Agency License, applying for a Vocational License and applying for 
No Criminal Record Certificate in a highly interoperable manner and a high level of 
adaptability to existing government policies and priorities. The second example draws upon 
the existing dependency in the current public service structure, and it applies the integration 
framework to Custom Clearance Service, Vocational Licenses and No Criminal Certificate 
services.   
 
The thesis has also identified areas of integration in the public service provision within the 
Zaatari refugee camp in Jordan. An intensive four years field study has helped defining a very 
interesting agile service provision model with four identified stages, namely, manic phase, just 
in time bureaucracy phase, semi structured phase and structured and sustainable phase.  
Moreover, this thesis captures essential features of the dynamicity and versatility of service 
provision models in Zaatari refugee camp. It has also helped in identifying serious issues in the 
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government services provided within the camp, especially in the context of medical and 
education services. 
 
The thesis also argues that humanitarian actors should develop a better provisional model for 
refugee assistance. The novel model constructed within strongly suggests that Jordanian 
government must shift its response from emergency level service provision model represented 
by immediate humanitarian relief to a structured service provision model represented by self-
sustainable and long-term development, and from building camps to supporting cities through 
a sustainable efficient service provision model. Public service integration within the camp is 
not only necessary but also critical and crucial to cope with the extensive and sever 
humanitarian crisis in Jordan. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
242 
 
REFERENCES 
 
Abu-Shanab, E. (2013). Electronic Government, a tool for good governance and better service. 
Dar Al-Kitab, (deposit number: 2013/2/355, call number: 658.4038), Irbid:Jordan. 
 
Abu-Shanab, E. (2014) Electronic Government: A Tool for Good Governance and Better 
Service. 2nd Edition, Dar-Alketab Publishers, Irbid. 
 
Agranoff, R. (2012). Collaborating to manage: A primer for the public sector. Georgetown 
University Press. 
 
Al-Husban, M. Adams, C. & Sharif, H. (2012)” Towards Connected Government” Institute of 
Public Governance and Management. ESADE Barcelona. Spain  
 
Ali, Maged; Weerakkody, Vishanth; and El-Haddadeh, Ramzi, "The Impact of National 
Culture on eGovernment Implementation: A 
Comparison Case Study" (2009). AMCIS 2009 Proceedings. Paper 137. 
 
Al-Jaghoub, S, Al-Yaseen, H and Al-Hourani, M. (2010). Evaluation of Awareness and 
Acceptability of Using e- Government Services in Developing Countries: the Case of Jordan. 
The Electronic Journal Information Systems Evaluation, 13(1), 1 - 8. 
 
Al-Jaghoub, S. and Westrup, C (2003). Jordan and ICT Led Development: Towards a 
competition State. Information Technology and People, 16(1), 93-110. 
http://dx.doi.org/10.1108/09593840310463032 
 
Al Nagi, E. and Hamdan, M. (2009) Computerization and E-Government Implementation in 
Jordan: Challenges, Obstacles and Successes. Government Information Quarterly, 26, 577-583. 
http://dx.doi.org/10.1016/j.giq.2009.04.003 
 
Alomari, H. (2006). E-Government Architecture in Jordan: A Comparative Analysis. Journal 
of Computer Science, 2(11), 846-852. 
 
Alomari, M, Woods, P and Sandhu, K. (2012). Predictions for e-Government Adoption in 
243 
 
Jordan. Information Technology & People, 25(2), 207-234. 
 
Alomari, M., Sandhu, K. and Woods, P. (2009) E-Government Adoption in the Hashemite 
Kingdom of Jordan: Factorsfrom Social Perspectives. Proceedings of the International 
Conference for Internet Technology and Secured Transactions,London, 9-12 November 2009, 
1-7. 
 
Alateyah, S., Crowder, R. and Wills, G. (2013) An Exploratory Study of Proposed Factors to 
Adopt E-Government Services. International Journal of Advanced Computer Science and 
Applications, 4, 57-66.http://dx.doi.org/10.14569/IJACSA.2013.041108 
 
Altz-Stamm, A. (2012). Jordan’s Water Resource Challenges and the Prospects for 
Sustainability. GIS for Water Resources. 
 
Andrea Di Maio (2004) What to Expect When Joining Up Services in a Government Tier, 
Gartner. https://www.gartner.com/doc/456509?ref=ddisp 
 
Ansari, A. and Modarress, B. (1990, Just‐In‐Time Purchasing, The Free Press, New York, NY. 
 
Atkinson, R. (2004). ‘Network Government for the Digital Age’. Progressive Policy Institute 
Policy Report. 
http://www.ppionline.org/ppi_ci.cfm?knlgAreaID=140&subsecID=290&contentID=251551. 
[Last retrieved Nov 27th 2014]  
 
Australian Public Service Commission.(2004) ‘The Whole-of-government Challenge’, MAC 
Report 4, Connecting Government, Whole-of-government Responses to Australia’s Priority 
Challenges, Page 3, Canberra.  
 
Australian State Services Authority,( 2007) “Joined up government—A review of national and 
international experiences”, Working Paper 1, Page 1. 
 
 
Basamh, S., Qudaih, H. and Suhaimi, M. (2014) E-Government Implementation in the 
Kingdom of Saudi Arabia: An Exploratory Study on Current Practices, Obstacles & 
244 
 
Challenges. International Journal of Humanities and Social Science, 4, 296-300. 
http://www.ijhssnet.com/journals/Vol_4_No_2_Special_Issue_January_2014/30.pdf 
 
Balani, N. (2010) ESB frameworks. Retrieved from 
http://naveenbalani.com/index.php/2010/05/esb-frameworks/ 
 
Barbour, R. S. (2014). Analysing Focus Groups. The SAGE Handbook 
 
Baum, C. and A. Di Maio, 2000. Gartners four phases of e-government model. 
http://www.gartner.com/DisplayDocument?id=317292. 
 
Bertucci G., Curtin G. (2009), “The Future of Connected Governance in a Web 2.0/3.0 World” 
http://www.sspa.it/share/pagine/1747/Conclusions.pdf 
Berthold, M. Jürgen, K. , Normann, H., Schmeidel, K.  Schmutz, G. , Trops, M.  Utschig-
Utschig, C. , Winterberg, T.  (2013) “Enterprise Service Bus”. Part of the Industrial SOA article 
series. 
 
Besharov, D. J., Barabashev, A., Boehler, K., & Klerman, J. A. (2013). Note of Appam-
Moscow Conference on “Improving the quality of public services: a multinational conference 
on public management”. Journal of Policy Analysis and Management, 32(1), 204–210. 
 
Berger, P. L., and Luckman, T. (1967). The Social Construction of Reality: A Treatise in 
Sociology of Knowledge, New York: Irvington Publishers. 
 
Blakemore, M. and Wilson, F. (2009) “MC-eGov: Study on Multi-channel Delivery Strategies 
and Sustainable Business Models for Public Services addressing Socially disadvantaged 
Groups”, FINAL STUDY REPORT Ecotec Research and Consulting. 
 
Black, I. (2006). The presentation of interpretivist research. Qualitative Market Research: An 
International Journal, 9(4), 319–324. 
 
Blackburn, Joseph T. 1991. Time-based Competition: The Next Battleground in American 
Manufacturing. Homewood, Ill.; Business One Irwin, p 28 
 
245 
 
Billesbach, Thomas J. 1987. Applicability of Just-in-Time Techniques in the Administrative 
Area. Doctoral dissertation, University of Nebraska. Ann Arbor, Mich., University Microfilms 
International. 
 
Bogdanor V, 2005, Introduction.  In Bogdanor V (Ed), Joined up government. Oxford, Oxford 
University Press.  1-18. 
 
Brown, G., & Weber, D. (2011). Public Participation GIS: A new method for national park 
planning. Landscape and urban planning, 102(1), 1-15 
 
Brown-Martin, B. (2013). Zaatari Refugee Camp Learning reimagined. WISE.  
 
Bruijn, J. A. de and Heuvelhof, E. F. ten (2000) Networks and Decision Making. Utrecht: 
Lemma. 
 
Bruijn, J. A. de and Heuvelhof, E. F. ten (2000) Networks and Decision Making. Utrecht: 
Lemma. 
 
BBC News. (2013) "Jordan". Freedom in the World 2013. Freedom House. Retrieved 16 
December 2013. "Q&A: Jordan election". BBC News. 22 January 2013. "As Elections Near, 
Protesters in Jordan Increasingly Turn Anger toward the King". The New York Times. 21 
January 2013 
 
Carson, D., Gilmore, A., Perry, C., and Gronhaug, K. (2001). “Qualitative Marketing 
Research”. London: Sage. 
 
Charalabidis, Y., Lampathaki, F., & Askounis, D. (Eds.). (2012). Paving the way for future 
research in ICT for governance and policy modelling. : Bookstars Publishing. 
 
Caldwell, J (1996), "Demography and Social Science," in Population Studies: A Journal of 
Demography, Volume 50, Issue3,  
 
Christine A. Swanson, William M. Lankford, (1998) "Just‐in‐time manufacturing", Business 
Process Management Journal, Vol. 4 Iss: 4, pp.333 - 341 
246 
 
 
Christensen T and Laegreid P, 2006, The whole of government approach: regulation, 
performance and public sector reform.  Stein Rokkan Centre for Social Studies. Working paper 
6, 2006. 
 
Churchill, G. A. (1996). “Basic Marketing Research” (3rd Ed.), Fort Worth, TX: The Dryden 
Press. 
 
Christensen, T. & Lægried, P. (2006b). The whole-of-government approach - regulation, 
performance, and public sector reform. A performing public sector: the second transatlantic 
dialogue. Leuven, Belgium. 
 
Chopra, K.R. (2005) "Ecosystems and Human Well-Being: Policy Responses: Findings of the 
Responses Working Group". Millennium Ecosystem Assessment. Volume 3.  Ecosystems and 
Human Well-being. Island Press. 
 
Colan M, (2004) “Service-oriented architecture expands the vision of web services – part1”, 
IBM Corporation, 21 April 2004 
 
Coutts A and FM Fouad (2013), Response to Syria's health crisis—poor and uncoordinated, 
The Lancet, 381:9885, 2242-2243, 29 June. 
http://www.thelancet.com/journals/lancet/article/PIIS0140-6736(13)61421-X/fulltext 
 
CIA World Factbook". CIA.gov. CIA. Retrieved 2 February 2015. 
 
Cisco Internet Business Solutions Group (IBSG). (2004). Connected Government: Essays from 
Innovators. Premium Publishing: London.  
 
Cisco Internet Business Solutions Group (IBSG). (2009). “Realizing the Potential of the 
Connected Republic: Web 2.0 Opportunities in the Public Sector”. Cisco Systems 
Incorporated White Paper. 
 
Clarke, M. and J. Stewart (1997), Handling the Wicked Issues: A Challenge for Government, 
INLOVGOV Working Paper (Institute of Local Government, University of Birmingham ). 
247 
 
 
CSTransform (2011). E-Government Interoperability: A comparative analysis of 30 countries. 
CS Transform limited. P4. London 
 
Dais,A. Nikolaidou, M. Alexopoulou, N. Anagnostopoulos, D. (2009) “Introducing a Public 
Agency Networking Platform towards supporting Connected Governance”  Harokopio 
University of Athens, Department of Informatics and Telematics, El. Venizelou 70, 17671, 
Athens. 
 
Davies, J. S. (2009). The limits of joined-up government: Towards a political analysis. Public 
Administration, 87, 80–96. 
 
Di Maio, A. (2004). What 'joined up government' really means. Gartner Research, ID Number: 
G00123017. 
 
Durose C and Rummery K, 2006, Governance and collaboration: review article.  Social policy 
& society 5(2) 315-321. 
Dunleavy, P., & Margetts, H. Z. (2010) “The second wave of digital era governance”. APSA, 
2010 Annual Meeting Paper. 
 
Dean, T.  Boutilier, M. (2011). Joint service delivery in federal countries: Research report 
prepared for the forum of federation. Forum of federation. The global network on federalism. 
 
ECHO (2013) Humanitarian implementation plan (HIP) Syria crisis [version 4] [Report] Last 
accessed 7th August 2013 from 
http://reliefweb.int/sites/reliefweb.int/files/resources/syria_en_14.pdf 
 
Eggers, W. (2011) “XBC: Creating public value by unleashing the power of collaboration”, A 
Deloitte Research Public Sector report, Ash Center for Democratic Governance and 
Innovation, Harvard Kennedy School 
 
Eggli, A. 2002. “Mass Refugee Influx and the Limits of Public International Law”. P113 -114. 
Martinus Nijhoff Publishers.  
 
248 
 
El Haddad, J. (2009). Service-Oriented Architecture and Web Services. ANR PERSO. State of 
the art: languages for services interface description and for services composition. Paris. INRIA 
Paris-Rocquencourt 
 
El Hussein, M., Hirst, S., Salyers, V., & Osuji, J. (2014). “Using grounded theory as a method 
of inquiry: Advantages and disadvantages” Detroit Press, USA . 
 
Eman, N and Mohammad H. (2009).Computerization and e-Government implementation in 
Jordan: Challenges, obstacles and successes. Government Information Quarterly, 26, 577-
583.http://dx.doi.org/10.1016/j.giq.2009.04.003 
 
Elsheikh, Y, Cullen, A and Hobbs, D. (2008). e-Government in Jordan: Challenges and 
Opportunities. Transforming Government: People, Process and Policy, 2(2), 83-103. 
 
Farland, T. (2004). A question of balance: Reflections on the public sector management of 
whole of government issues. Public Administration Today, September - November, 41 - 48. 
 
Gauld, R. Gray, A.  McComb, S. (2009) “How responsive is E-Government? Evidence from 
Australia and New Zealand”, Government Information Quarterly, Volume 26, Issue 1, January, 
Pages 69-74. 
 
Glaser, B. G., & Strauss, A. L. (2009). The discovery of grounded theory: Strategies for 
qualitative research. Transaction Publishers. 
 
Göktürk, E. (2009). “What is paradigm?” Visited at 2014 December Accessed at http://heim. 
ifi. uio. no/~ erek/essays/paradigm. pdf. 
 
Hall, M. (2013). The Syrian Crisis in Jordan. Middle East Research and Information Project 
 
Harrison P, 2006, Integrated development plans and third way politics. In Pillay U, Tomlinson 
R and du  
Healy, S. and Tiller, S (2013) “Analysis of the emergency response capacity of the 
humanitarian system – Case study 3”. MSF: Geneva. 
 
249 
 
Hyde J. (2008) “How to make the rhetoric of joined-up government really work”. Australia 
New Zealand Health Policy;5:22. doi:10.1186/1743-8462-5-22 PMID:18983680 
 
Hartmann, T., Fischer, M., & Haymaker, J. (2009). Implementing information systems with 
project teams using ethnographic–action research. Advanced Engineering Informatics, 23(1), 
57-67. 
Hentrich, C. & Zdun, U. (2012) "Process-Driven SOA: Patterns for Aligning Business and IT", 
Taylor & Francis. http://books.google.co.uk/books?id=HRHk6nG5Z3QC 
 
Hirschman, E. C. (1985). “Primitive Aspects of Consumption in Modern American 
Society”. Journal of Consumer Research, 12, 237-249. 
 
Hudson, L., and Ozanne, J. (1988).” Alternative Ways of Seeking Knowledge in Consumer “ 
Research.Journal of Consumer Research, 14(4), 508–521. 
 
Hudson, LaurelAnderson and Jeff B. Murray (1986), "Meth- odological Limitations of the  
Hedonic Consumption Paradigm and a Possible Alternative: A Subjectivist Ap- proach," in 
Advances in Consumer Research, Vol. 13, ed. Richard J. Lutz, Provo, UT: Association for 
Con- sumer Research, 343-348. 
 
Heba, M. Tamara, M and Amer, A. (2009). E-Government in Jordan. working paper, 
European Journal of Scientific Research, 35(2), 188-197. 
http://go.worldbank.org/M1JHE0Z280 (accessed on August 10, 2012). 
 
Heeks, R. (2003) Most E-Government-for-Development Projects Fail: How Can Risks Be 
Reduced? 
http://unpan1.un.org/intradoc/groups/public/documents/cafrad/unpan011226.pdf 
 
Hunt, S. D. (1983). “Marketing Theory. Homewood”, IL: Richard D. Irwin 
 
Hutchison, B., Johnson, K., Schmidt, M. (2005) “Increasing IT flexibility with IBM 
WebSphere ESB software”, P2, ESB solutions White paper. BM Software Group 
  
250 
 
Kanaan, R. (2009)” Making sense of E-government implementation in Jordan: A Qualitative 
Investigation”   
 
Kenneth, K. (2009) ”Moving towards integrated public governance: improving service delivery 
through community engagement”, INTERNATIONAL REVIEW OF ADMINISTRATIVE 
SCIENCES  Volume: 75   Issue: 2 , Pages: 239-254   DOI: 10.1177/0020852309104174    
 
Kodali, R (2005 )”An introduction to SOA, What is service-oriented architecture?”, 
JavaWorld.com 
 
Klischewski, R. (2007) "E-Government Integration and Interoperability: Framing the Research 
Agenda", International Journal of Public Administration 
 
IBM. (2009). Developer Works Library. Retrieved from: 
www.ibm.com/developerworks/library/ws-coor/ 
 
International Council for IT in Government Administration (ICA) (2006). Executive Summary, 
Country Reports. 
 
International Business Publication (2013). Jordan Country Study Guide - Strategic Information 
and Developments Volume 1 Strategic Information and Developments 
  
International Committee of the Red Cross (2012), “Syria: Much more needs to be done”. 
Webpage Last accessed 5 August 2013 from 
http://www.icrc.org/eng/resources/documents/interview/2012/11-14-syria-humanitarian-
situation-mardini.htm. 
 
Jabbar, S. A., & Zaza, H. I. (2014). Impact of conflict in Syria on Syrian children at the Zaatari 
refugee camp in Jordan. Early child development and care, 184(9-10), 1507-1530. 
Jackson, Paul. 1991. White collar JIT at Security Pacific. Target. 7 (1), Spring, 32–37. 
 
Joshi, A., & Moore, M. (2004). Institutionalised co-production: unorthodox public service 
delivery in challenging environments. Journal of Development Studies, 40(4), 31-49. 
 
251 
 
Kothari, U., & Cooke, B. (2001). “Power, knowledge and social control in participatory 
development. Participation: the new tyranny?” 139-152. 
 
Kotsiopoulos, I. , Paparoidamis, N. Kolomvos, G.  Rentzepopoulos, P.  (2009) ICT for 
Government and Public Services Unit, DG Information Society and Media, European 
Commission “Bringing Together and Accelerating eGovernment Research in the EU 
Innovative Government, Maturity and Transfer” Report 2009. 
 
Kubicek, H.  Cimander, R. & Scholl, H.J.(2011) “Organizational Interoperability in E-
Government: Lessons from 77 European Good Practice Cases” Springer, London, UK 
 
Kreindler, S. A., Larson, B. K., Wu, F. M., Carluzzo, K. L., Gbemudu, J. N., Struthers, A., ... 
& Fisher, E. S. (2012). Interpretations of integration in early accountable care organizations. 
Milbank Quarterly, 90(3), 457-483. 
 
Lather, P. (2006). “Paradigm proliferation as a good thing to think with: teaching research in 
education as a wild profusion”. International Journal of Qualitative Studies in Education, 19(1), 
35–57. 
 
Layne, K. & Lee, J. (2001). Developing Fully Functional E-government: A four-stage model, 
Government information quarterly 18(2): 122-136 
 
Lipsky, M. (2010). Street-Level Bureaucracy, 30th Ann. Ed.: Dilemmas of the Individual in 
Public Service. Russell Sage Foundation. 
 
Lapsley, I. (2008), ‘The NPM Agenda: Back to the Future’, Financial Accountability & 
Management, Vol. 24, No. 1, pp. 77–96. 
 
Lee, JH. Shin, CM, Kang, HC,  Doh, KW. (2008) “The arrival of green growth era”, CEO 
Information 675, SERI, p.1 
 
Lincoln, Y., and Guba, E. (1985).” Naturalistic Inquiry”. London: Sage. 
 
252 
 
Lin, F., Fofanah, S. S., & Liang, D. (2011). Assessing citizen adoption of e-Government 
initiatives in Gambia: A validation of the technology acceptance model in information systems 
success. Government Information Quarterly, 28(2), 271-279. doi: 10.1016/j.giq.2010.09.004 
 
Luis,G. (2004) “Analysis of the Interoperability Frameworks in e-Government Initiatives” 
Springer Berlin Heidelberg, P 36-39, London, UK 
 
Macdonald, D., Kirk, D., Metzler, M., Nigles, L.M., Schempp, P. and Wright, J. (2002).” It's 
all very well, in theory: Theoretical perspectives and their applications in contemporary 
pedagogical research”. QUEST, 54, 133–156. 
 
Marche, S. and McNiven,D. (2003) "E-Government and E-Governance: The Future Isn't What 
It Used To Be". Canadian Journal of Administrative Sciences / Revue Canadienne des Sciences 
de l'Administration 
 
Merrill Smith, ‘Warehousing Refugees: A Denial of Rights, A Waste of Humanity’, World 
Refugee Survey 2004, http://www.refugees.org/data/wrs/04/pdf/38-56.pdf. 
 
Melissa Leach, Dealing with Displacement: Refugee–Host Relations: Food and Forest 
Resources in Sierra Leonean Mende Communities During the Liberian Influx, 1990–91, IDS 
Research Report 22, 1992. 
 
Metcalfe A, (2010) “ Whole-of-government issues in public policy formulation”, Centre for 
Defence and Strategic Studies, Canberra, P4-8 
 
MILLS, D. (2014), “Aussie diplomat's incredible photos of the crisis in Syria... and how he 
gave up a cosy office to make a difference” DailyMail. PUBLISHED: 04:07, 1 July 
2014 | UPDATED: 15:10, 1 July 2014 
 
Mohammadi, D. (2013). Middle Eastern countries scramble to stop spread of polio. The 
Lancet, 382(9905), 1621-1622. 
Mohammad Alomari, Peter Woods, Kuldeep Sandhu, (2012) "Predictors for e‐government 
adoption in Jordan: Deployment of an empirical evaluation based on a citizen‐centric 
approach", Information Technology & People, Vol. 25 Iss: 2, pp.207 - 234 
253 
 
 
Mohammad, H., Almarabeh, T. and Ali, A. (2009) E-Government in Jordan. European Journal 
of Scientific Research,35, 188-197.  
 
Murray, J.. Manufacturing excellence through JIT, p 101-103, in Mortimer, J. ed. 1986. op. cit. 
Misuraca, G. (09/2012). e-Governance: Past, present and future: A theoretical framework for 
prospective policy analysis. In M. Finger, & F. Sultana (Eds.), eGovernance, A global journey, 
Vol. 4, . Amsterdam: IOS Press, BV. 
 
Microsoft Corporation. (2009). “Government Service Center – A Microsoft Vision for High 
Performance Citizen Service.” Microsoft Corporation White Paper. 
 
Ministry of Information and Communications Technology (2008). Jordan e-Government 
Program e-Government Strategy. Egov publications.  
 
Misuraca, G. C. (2009). e-Government 2015: exploring m-government scenarios, between 
ICT-driven experiments and citizen-centric implications. Technology Analysis & Strategic 
Management, 21(3), 407-424. 
 
Morgan A. K. and Drury V B., (2003) “Legitimising the Subjectivity of Human Reality 
Through Qualitative Research Method.” The Qualitative Report, 8 
http://www.nova.edu/ssss/QR/QR8-1/morgan.html 
 
Morse, A. (2013) “Integration across government” Cabinet Office and HM Treasury, National 
Audit office. HC1041  
 
Mureddu, F., Osimo, D., Misuraca, G., & Armenia, S. (2012). A new roadmap for 
nextgeneration policy-making. Proceedings of the 6th International Conference on Theory and 
Practice of Electronic Governance (ICEGOV2012), Albany, NY, USA, 22–25 October 2012. 
: ACM Press. 
 
Noreng, O. (2006). “The oil industry and government strategy in the North Sea”. Kent, UK, 
pp.1-255, 
254 
 
http://books.google.co.uk/books?id=jZIOAAAAQAAJ&printsec=frontcover#v=onepage&q
&f=false 
 
Neuman, L. W. (2000). Social Research Methods: Qualitative and Quantitative Approaches 
(4th Ed.), USA: Allyn and Bacon. 
 
OATES, B. (2006) “Researching information systems and computing”. London, Sage 
Publications. 
 
OECD (2009) e-Government Studies Rethinking e-Government Services User-Centred 
Approaches: User-Centred Approaches. OECD Publishing. Retrieved from 
http://books.google.co.uk/books?id=Y2f1N2HVtLsC 
 
 
 
Olwan, M. and Shiyab, A. (2012) “Forced Migration of Syrians to Jordan: An Exploratory 
Study”, Migration Policy Centre (MPC), BADIA FIESOLNA, SAN DOMENICO DI 
FIESOLE.   
 
Omari, R (2013) “Arab states should prepare national disaster risk reduction plans — UN” The 
Jordan Time. http://jordantimes.com/arab-states-should-prepare-national-disaster-risk-
reduction-plans----un. Last access:20/12/2014 
 
Otjacques, B. Hitzelberger, P.  Feltz, F. (2007)“Interoperability of E-Government Information 
Systems: Issues of Identification and Data Sharing”, Journal of Management Information 
Systems, Volume 23, Number 4, Pages:  29 – 51. 
 
Oxfam GB (2013), Integrated Assessment of Syrian Refugees in Host Communities 
Emergency Food Security and Livelihoods; Water, Sanitation and Hygiene; Protection. March. 
 
Pollit C, 2003, Joined up government: a survey.  Political studies review 1(1) 34-49. 
Papazoglou, M., & Willem-Jan , H. (2007) “Service oriented architectures: approaches, 
technologies and research issues” Volume 16, Issue 3, pp 389-415. 
 
255 
 
Petersen, E., Baekeland, S., Memish, Z. A., & Leblebicioglu, H. (2013). Infectious disease risk 
from the Syrian conflict. International Journal of Infectious Diseases, 17(9), e666-e667. 
 
Peters B G, 1998, Managing horizontal government: the politics of coordination.  Public 
administration. 76(2), 295-311 
 
Price M, J Klingner, A Qtiesh and P Ball (2013), Updated statistical analysis of documentation 
of killings in the Syrian Arab Republic. Human Rights Data Analysis Group: San Francisco 
and OHCHR: Geneva.  
 
Putnik, G. and Cunha, M.M. (2007) “Knowledge and Technology Management in Virtual 
Organizations: Issues, Trends, Opportunities and Solutions” 
http://books.google.co.uk/books?id=nXn5BgqYdcUC 
 
Quintanilla, J. (2012) “HUMANITARIAN INFORMATION NEEDS ASSESSMENT: 
ZAATARI REFUGEE CAMP”, Internews Europe.  
 
Rabaa'i, Ahmad A. and Gammack, John (2008) A hiccup or a rift? ERPimplementation success 
in Jordan. In: CATaC '08 : Cultural Attitudes towardsTechnology and Communication 2008, 
24-27 June 2008, Nîmes, France. 
 
Raghu R. Kodali (2005) “What is service-oriented architecture?”  
http://www.javaworld.com/javaworld/jw-06-2005/jw-0613-soa.html 
 
Reddick, C. & Turner, M. (2012). Channel choice and public service delivery in Canada: 
Comparing e-government to traditional service delivery. Government Information Quarterly, 
Volume 29, Issue 1, January 2012, Pages 1-11 
 
Richards, S. (2001), ‘Four Types of Joined Up Government and the Problem of 
Accountability’, Appendix to NAO (2001) Joining Up to Improve Public Services, HC 383, 
2001–02 (The Stationery Office, London ). 
 
Roller, M. and Lavrakas, P. (2015) “Applied Qualitative Research Design: A Total Quality 
Framework Approach”. Guilford Publications. Page 7-8. UK 
256 
 
 
Roy, J. & Langford, J. (2008)  “Integrating Service Delivery across Levels of Government: 
Case Studies of Canada and Other Countries”. P12. IBM Centre for the Business of 
Government. Canada. 
 
Ruoren, J. (2013). Syrian Refugees Struggle at Zaatari Camp. New York Times, Middle East. 
Sherlock, R (2014) “Jordan repeals free medical aid for Syrian refugees“, Times Newspaper. 
http://www.telegraph.co.uk/news/worldnews/middleeast/syria/11261468/Jordan-repeals-free-
medical-aid-for-Syrian-refugees.html 
 
Saha, P. (2007). Handbook of Enterprise Systems Architecture in Practice. IGI Global 
Information Science Reference: Hershey, PA. 
 
Saha, P. (2008). Advances in Government Enterprise Architecture. IGI Global Information 
Science Reference: Hershey, PA. 
 
Saha. P. (2010). Understanding the Impact of Enterprise Architecture on Connected 
Government: A Qualitative Analysis. United Nations Public Administration Network 
(UNPAN): New York.  
 
Saha,P. 2011, “Architecting the connected government: practices and innovations in 
Singapore”, National University of Singapore. 
 
Shareef, M. A., Kumar, V., Kumar, U., & Dwivedi, Y. K. (2011). e-Government Adoption 
Model (GAM): Differing service maturity levels. Government Information Quarterly, 28(1), 
17-35. doi: 10.1016/j.giq.2010.05.006 
 
Sang, S., Lee, J. and Lee, J. (2009) A Study on the Contribution Factors and Challenges to the 
Implementation of 
E-Government in Cambodia. Journal of Software, 4, 529-535. 
http://dx.doi.org/10.4304/jsw.4.6.529-535 
 
Schout A and Jordan A, 2005, Coordinated European governance: self-organizing or centrally 
steered?  Public Administration. 83(1), 201-220. 
257 
 
 
Sellami, M. & Jmaiel, M. (2007). A Secured Service-Oriented Architecture for E-government 
in Tunisia. ReDCAD research unit. 8-9 
 
Scherer, K. R. (2003). “Vocal communication of emotion: A review of research 
paradigms. Speech communication”, 40(1), 227-256. 
 
Scholl, H.J.(2005)” Interoperability in E-Government: More than Just Smart Middleware”, 
IEEE Explore, System Sciences, HICSS '05, Page 123. 
http://ieeexplore.ieee.org/xpl/freeabs_all.jsp?arnumber=1385487 
 
Seidman, I. (2012). “Interviewing as qualitative research: A guide for researchers in education 
and the social sciences”. Teachers college press. 
 
Serrato, B. (2014) “Zaatari Camp and Host Communities in Jordan” Oxfam Research Reports 
Ton de Klerk and Tim Nourse, ‘Developing Micro-enterprise in Refugee Camps: ARC’s 
Experience in West Africa’, Humanitarian Exchange, no. 28, November 2004.  
http://www.undp.org/content/dam/rbas/doc/SyriaResponse/Jordan%20Needs%20Assessment
%20-%20November%202013.pdf 
 
Stegarescu, D. (2006) ”Decentralised government in an integrating world: quantitative studies 
for OECD countries”, Volume 34 of ZEW economic studies, Springer Science & Business. 
 
Sujatha, S.(2011)"Integrating Soa and Web Services"Rajeev Ranjan 
Prasad.https://books.google.co.uk/books?id=CePmzl7ysZUC 
 
Su, A. (2014) A nation of refugees: Jordan struggles with those fleeing regional crises, 
Aljazeera http://america.aljazeera.com/articles/2014/7/25/jordan-refugees-iraq.html 
 
Sultani, G. Sakhi, G. and Mais, A. (2012) “A Field Study Report, the Case of Syrian Refugee 
in the Zaatari Refugee Camp, Jordan” The University of York, POST-WAR 
RECONSTRUCTION & DEVELOPMENT UNIT. 
 
 
258 
 
Tacchi, J. A., Slater, D., & Hearn, G. N. (2003). “Ethnographic action research: A user’s 
handbook”. SAGE. 
 
United Nations Department of Economic and Social Affairs (UNDESA). (2008). United 
NationsE-Government Survey 2008: From E-Government to Connected Governance. United 
Nations: New York. 
 
United Nations Department of Economic and Social Affairs (UNDESA). (2010). United 
NationsE-Government Survey 2010: Leveraging E-Government at a time of Financial and 
Economic Crises. United Nations: New York. 
 
UNHCR declaration, 24-4-2012, CNN net work, www.cnn.com 
 
UNHCR (2013) Handbook for Emergencies. Third Edition The Emergency Preparedness and 
Response Section  
 
UNESCO "Activities." Activities | United Nations Educational, Scientific and Cultural 
Organization. Office in Amman, Apr. 2013. 
 
UNHCR (2013), Regional Response Plan 5. UNHCR: Geneva. P139 
 
UNHCR (2013), Syrian Arab Republic: Syrian registered in Jordan as of 26 May 2013. 
UNHCR: Geneva 
 
UNHCR (2013), “Syrian refugee response: Jordan”. *Presentation.+ Last accessed 5 August 
2013 from data.unhcr.org/syrianrefugees/download.php?id=2391  
 
United Nations High Commission for Refugees (2013), “Registered Syrian refugees”. 
[Dataset.] Last accessed 5 August 2013 from http://data.unhcr.org/syrianrefugees/regional.php.  
UNHCR (2013), “Syrian refugee response: Jordan”. *Presentation.+ Last accessed 5 August 
2013 from data.unhcr.org syrianrefugees download.php id 2391  
 
UNICEF (2013), Syria Crisis Bi-weekly humanitarian situation report. 28 June-11 July. Last 
accessed 5 August 2013 from 
259 
 
http://reliefweb.int/sites/reliefweb.int/files/resources/UNICEF%20Syria%20Regional%20Cri
sis%20Humanitarian%20SiRep%28Syria%20Jordan%20Lebanon%20Iraq%20Turkey%29-
11July2013.pdf  
 
Van Velsen, L., van der Geest, T., ter Hedde, M., & Derks, W. (2009). Requirements 
engineering for e-Government services: A citizen-centric approach and case study. 
Government Information Quarterly, 26(3), 477-486. doi: 10.1016/j.giq.2009.02.007 
 
Van Veenstra, A. Janssen, M & Bram Klievink (2009) ”The Netherlands Strategies for 
Orchestrating and Managing Supply Chains in Public Service Networks”. Electronic Journal 
of e-Government Volume 7 Issue 4 2009 (pp425 - 432) 
 
Vincent, I. (1999). Collaboration and integrated services in the NSW public sector. Australian 
Journal of Public Administration, 58(3): 50 - 54. 
Wang, H.   Hou, J. (2010)   “An integrated approach to developing a successful one-stop portal 
e-government” Computer Science and Information Technology (ICCSIT), 2010 3rd IEEE 
International Conference on, P 511 – 514, Chengdu. 
 
Wanna, J. (2005). Connecting government and whole of government – Meanings, claims and 
critique. Australian Government Agencies Queensland Regional Heads Forum Government 
Business Conference, Gold Coast, Queensland. 
 
Weerakkody, V., El-Haddadeh, R. and Al-Shafi, S. (2011) Exploring the Complexities of E-
Government Implementation 
and Diffusion in a Developing Country: Some lessons from the State of Qatar. Journal of 
Enterprise Information 
Management, 24, 172-196. http://dx.doi.org/10.1108/17410391111106293 
 
Wilkins P, 2002, Accountability and joined-up government. Australian journal of public 
administration. 61(1). 114-119. 
Womack, J.P. and D. Jones. 2003. Lean Thinking: Banish Waste and Create Wealth in Your 
Corporation. Revised. New York: Free Press. Numerous references to both lean and TPS. 
 
260 
 
Wainright, S.P. (1997) “A new paradigm for nursing: the potential of realism”, Journal of 
Advanced Nursing, 28: 1262 – 1271 
 
Westrup, C., Al Jaghoub, S., El Sayaed, H., & Liu, W. (2003). Taking culture seriously: ICTs, 
cultures and Development. The Digital Challenge: Information Technology in the 
Development Context. Ashgate. 
 
W3C. (2004). Web Services Addressing (WS-Addressing). Retrieved from: 
http://www.w3.org/Submission/ws-addressing/ 
 
Yoon Jae Kim (2009) “Access Control Service Oriented Architecture Security”  
http://www.cs.wustl.edu/~jain/cse571-09/ftp/soa/ 
 
Whyte, W. F. E. (1991).”Participatory action research”. Sage Publications, Inc. 
 
GOVERNMENT PUBLICATIONS 
 
Jordanian e-Government Program (2006) Jordan e-Governmen Strategy. P20. Retrieved 
November 2013, from: 
www.thieswittig.eu%2Fdocs%2FMPC_Strategies%2FJordan%2FJordan_e-
GovernmenStrategy.pdf&ei=_AaJUp_0IpGthQe3kYDoCw&usg=AFQjCNF6vGV2J9PB9F6
vzAeozWhoiswKbw&sig2=AOwpOup_MMQhZ7TqQlZKeQ 
 
CSDMS. Centre for Science, Development and Media Studies. 2001. Reviewing Jordan’s e-
Government Development: Seven Years of Promise. Available at: 
http://www.egovonline.net/articles/article-details.asp?Title=Reviewing-
Jordan%E2%80%99s-e-Government-Development:-Seven-Years-of-
Promise&ArticalID=2065&Type=COUNTRY%20PERSPECTIVE 
[Last retrieved June 2th 2013] 
 
Jordanian Minister of Ministry of Planning and International Cooperation (MOPIC), Official 
Gazette No. 4277, May 3, 1998. 
 
261 
 
Jordanian Minister of Ministry of Planning and International Cooperation (MOPIC) 
declaration, 4-4-2012, Asharq Al-Awsat newspaper, www.aawsat.com 
 
Jordanian Ministry of Planning and International Cooperation (2014) “National Resilience 
Plan” http://jordanembassyus.org/news/final-draft-national-resilience-plan 
 
Jordanian Ministry of Planning and International Cooperation (2013) “Needs Assessment 
Review of the Impact of the Syrian Crisis on Jordan” Host Community Support Platform 
 
DPEPA, U.N. 2001. Benchmarking E-government: A Global Perspective. United Nation 
Division for Public Economics and Public Administration – American Society for Public 
Administration: USA. 
 
MOICT. Ministry of Information and Communications Technology, Jordan e-Government 
Program, e-Government Strategy, Page 13. Available at: 
http://www.jordan.gov.jo/strategy/Strategy.pdf [Last retrieved June 5th 2011] 
 
United Nations e-Government Survey. 2008. From e-Government to connected governance.  
Department of Economic and Social Affairs, Division for Public Administration and 
Development Management, ST/ESA/PAD/SER.E/112. P44. Available at: 
http://unpan1.un.org/intradoc/groups/public/documents/un/unpan028607.pdf 
[Last retrieved June 8th 2011]  
The Jordan Times, 2012. Retrieved 18 Octoer 
 
 
 
 
 
 
 
 
 
 
 
262 
 
 
 
 
 
 
 
Pictures:  
Pictur
e 
Index 
Source  Link  
1 CBC NEWS http://www.cbc.ca/news/politics/1st-urgent-syrian-refugees-to-
arrive-in-coming-months-1.1384460 
2 The Jordan Times http://www.jordantimes.com/news/local/syrian-refugees-fleeing-
violence-zaatari-camp-another-hell%E2%80%99 
3 ICRC Amman https://www.icrc.org/eng/resources/documents/update/2014/05-18-
jordan-syrian-refugees.htm 
4 Conversation http://theconversation.com/jordan-has-become-the-wests-warehouse-
for-iraqi-refugees-31491 
5 Researcher  Researcher 
6 UNHCR Special 
Envoy 
https://www.flickr.com/photos/unhcr/sets/72157634211722352/ 
7 Researcher  Researcher 
8 Researcher  Researcher 
9 NYTIMES http://www.nytimes.com/2012/08/29/world/middleeast/Syria.html?_
r=0 
10 Researcher  Researcher 
11 Researcher  Researcher 
12 Researcher  Researcher 
13 Researcher  Researcher 
14 Researcher  Researcher 
15 ITV NEWS http://www.itv.com/news/2013-02-01/journey-of-hell-for-refugees-
escaping-syrian-conflict/ 
16 yalibnan http://yalibnan.com/2013/01/25/36000-syrians-fled-to-jordan-since-
january-1/ 
17 Press TV http://www.presstv.ir/detail/2014/11/27/387700/britain-criticized-
over-syria-refugees/ 
18 acted http://www.acted.org/en/pictures-azraq-new-syrian-refugee-camp-
jordan 
19 The World Post http://www.huffingtonpost.com/2013/09/03/syria-conflict-
events_n_3863285.html 
20 imgsoup http://imgsoup.com/1/zaatari-refugee-camp-children/ 
21 Researcher  Researcher 
22 Researcher  Researcher 
23 Researcher  Researcher 
24 Researcher  Researcher 
25 Researcher  Researcher 
26 BBC http://www.richwainwright.com/blog/all/part-1-syrian-refugee-
crisis-in-jordan-zaatari-refugee-camp/attachment/syrian-refugees-in-
jordan-23/ 
263 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
27 Mirror http://www.mirror.co.uk/news/world-news/see-scale-zaatari-syrian-
refugee-5072287 
28 womeninjordan womeninjordan.org/en/2014/11/100-150-refugees-arrive-in-jordan-
every-day-caritas/ 
29 Researcher  Researcher 
30 Researcher  Researcher 
31 Researcher  Researcher 
32 
 
http://www.richwainwright.com/blog/all/part-1-syrian-refugee-
crisis-in-jordan-zaatari-refugee-camp/attachment/syrian-refugees-in-
jordan-23/ 
33 Researcher  Researcher 
34 Researcher  Researcher 
35 World Vision  http://www.worldvision.org/press-release/new-refugee-camp-opens-
jordan-syrian-humanitarian-crisis-continues-grow 
36 Gallaryhip http://galleryhip.com/zaatari-refugee-camp-women.html 
37 Theguardian http://www.theguardian.com/global-
development/2013/nov/18/jordan-zaatari-refugee-camp-syria-shops 
38 Researcher  Researcher 
39 Researcher  Researcher 
40 Researcher  Researcher 
41 Researcher  Researcher 
42 Demotix http://www.demotix.com/news/1497447/syrian-refugees-attend-
school-al-zaatari-camp#media-1497439 
43 Researcher  Researcher 
44 Researcher  Researcher 
45 Researcher  Researcher 
46 THE AMERICAN 
GEOGRAPHICA
L SOCIETY 
 
https://amergeog.wordpress.com/ 
264 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
LIST OF APPENDICES  
Appendix 1.1: Certificate of Ethics Review 
265 
 
 
 
 
 
 
 
266 
 
 
 
 
Appendix 1.2: Research Ethics Committee Form: Fast1 ver21.11.06 
267 
 
 
 
 
 
Appendix 1.3: FORM UPR16 Research Ethics Review Checklist  
268 
 
 
 
 
 
269 
 
 
 
 
 
 
270 
 
Appendix 4.1: List of questions in practicality interviews   
 
 
 
 
271 
 
Appendix 7.1: Transcript of Interviews with Refugee  
 
 
 
 
272 
 
Appendix 7.1.0: Camp population data 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
273 
 
Appendix 7.1.1: Transcript of Interviews with Refugees in district 1 
 
 
 
 
274 
 
Appendix 7.1.2: Transcript of Interviews with Refugees in district 2 
 
 
 
 
275 
 
Appendix 7.1.3: Transcript of Interviews with Refugees in district 5 
 
 
 
 
276 
 
Appendix 7.1.4: Transcript of Interviews with Refugees in district 7 
 
 
 
 
277 
 
Appendix 7.1.5: Transcript of Interviews with Government employees and representative  
 
 
 
 
278 
 
Appendix 7.1.6: Transcript of focus group with Ministry of Education in the Camp  
 
 
 
 
279 
 
Appendix 7.1.7: Transcript of focus group with Ministry of Health in the Camp  
 
 
 
 
280 
 
Appendix 7.1.8: Transcript of Interview with Ministry of Health Director in Mafraq 
 
 
 
 
281 
 
Appendix 7.1.9: Transcript of Interview with UNHCR, WASH, ACTED. 
 
 
 
 
282 
 
Appendix 7.1.10: Transcript of Interview with Save the Children  
 
 
 
 
283 
 
 
 
 
 
 
284 
 
 
 
 
 
 
285 
 
 
 
 
 
 
286 
 
Appendix 7.2: Changing nature of relationship form  
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
287 
 
Appendix 7.3.1: Camp Management and Coordination (CMC) Meeting Minutes UNHCR 
Base Camp Date: 4th November 2014
288 
 
289 
 
 
 
 
 
 
 
 
 
 
 
290 
 
Appendix 7.3.2: (CMC) Meeting Minutes UNHCR Base Camp Date: October 2014 
 
291 
 
292 
 
 
 
 
 
 
 
 
 
 
 
293 
 
Appendix 7.3.3: (CMC) Meeting Minutes UNHCR Base Camp Date: September 2013
294 
 
295 
 
296 
 
297 
 
298 
 
 
 
 
 
 
 
 
 
 
 
299 
 
Appendix 7.3.4: (CMC) Meeting Minutes UNHCR Base Camp Date:  September 2014
300 
 
301 
 
 
 
 
 
 
 
 
 
 
 
302 
 
Appendix 7.3.3: (CMC) Meeting Minutes UNHCR Base Camp Date: August 2013
303 
 
304 
 
305 
 
306 
 
307 
 
 
